1. The Citizens Advice Service
The Citizens Advice Service has a network of over 3,000 advice centres throughout England, Wales and Northern Ireland.  20,000 volunteers work in our offices and outreaches, together with paid staff including  managers and specialist advisers.  Together they provide the largest advice giving network in the UK.

The Citizens Advice Service deal with over 6 million new problems a year, giving detailed information, advice and support to people on every subject. The majority of problems concern benefits, debt and other consumer issues, employment, housing and the law.

Each local Citizens Advice is an independent charity, supported by National Citizens Advice which is the operating name of the National Association of Citizens Advice Bureaux.  National Citizens Advice provides a range of services to support local Citizens Advice in their work: these include the website which advisers use to give advice, training, field support, quality audits, social policy, press and publicity, parliamentary liaison and information technology. 

All local Citizens Advice have to comply with a minimum set of requirements for membership of National Citizens Advice.  These relate to quality, accessibility, accountability, effectiveness and integrity.

The aims of the service are:

· to provide the advice people need for the problems they face

      and equally

· to improve the policies and practices that affect people’s lives.  

The advice given by Citizens Advice is free, independent, impartial and confidential. The service is non-judgmental, offering assistance as appropriate to all clients. It aims to be equally accessible to everyone who seeks or needs its help, regardless of age, class, race, religion, gender, disability or sexuality. All advice workers, whether paid or volunteer, are professionally trained to provide an accurate, quality service and to be supportive to clients.

The Citizens Advice Service works to:

inform people about the law and how it affects them; about their rights and responsibilities; and about how they may be able to satisfy their needs

advise people on the options available to them and on the potential consequences of different courses of action

support people as they consider and decide what to do, listening to their concerns and helping them move forward

assist people in pursuing their chosen course of action by negotiation, representation and referral to other sources of help needed

influence those responsible for policies and services by bringing to their notice the problems people experience and recommending changes
There are 4 basic principles that guide the work of the Citizens Advice Service:

· The service is free.  Funding for local Citizens Advice comes from local government, the Legal Services Commission, National Lottery, Primary Care Trusts, Charitable Trusts, companies and individuals.  National Citizens Advice is funded mainly from central government.

· The service is independent.  Funders and providers of premises etc. have no control over the running of individual Citizens Advice offices or the running of the service.

· The service is impartial. Our services are available to everyone and workers must be non-judgmental and non-directive in the advice they give.

· The service is confidential.  No information, including the fact of a client's contact with us, is passed to anyone without the client's express permission.

In addition to an equality and diversity policy, the Citizens Advice Service has specific anti-discrimination policies.  There are policies on anti-racism, improving the service for lesbians and gay men, positive action for women, people with disabilities, people with HIV/AIDS, Irish people, and people with mental health problems.  All these policies require the active support of all Citizens Advice offices throughout the country and all workers.
2. About Citizens Advice - Hull & East Riding 

Information For Applicants
Citizens Advice - Hull & East Riding Structure
Citizens Advice - Hull & East Riding employs approximately 50 full and part-time paid staff and over 150 volunteer staff.  The service is delivered throughout East Yorkshire from offices based in Goole, Bridlington, Beverley and Hull.

Some facts and figures:-

· In 2016/17 we assisted almost 21,000 clients with more than 24,900
different enquiries.

· In 2016/17, the top 5 enquiry areas were:-

.

Debt
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Benefits
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Financial Services and Capability


5%

Housing






5%

Other 






4%

· We are supported by over 180 volunteers in roles such as: Trustee, Assessor, Advisor, Administrator, Receptionist, Social Policy Officer and Information Assistant.
· The value of our volunteers’ contribution is worth over £1,100,000 to the local economy and the equivalent to 44 full time staff.

The services of the Citizens Advice – Hull & East Riding are as follows:
The East Riding 

General Help and Assisted Information Services

 Citizens Advice – Hull & East Riding provides the advice services for the East Riding of Yorkshire.  The service is funded by the East Riding of Yorkshire Council to offer generalist advice in a wide range of topics including debt, welfare benefits, housing, employment, relationship and family and others. We operate from permanent offices in Beverley, Bridlington and Goole and an extensive network of outreach venues in the East Riding.  The service is supported by trained volunteers and offered via a range of drop in, telephone and appointment services which are available throughout all three offices and the outreach venues during week days.

Debt Advice  

East Riding residents can obtain specialist debt advice appointments with a dedicated caseworker. These services are funded by the East Riding of Yorkshire Council and the Money Advice Service.

Welfare Rights and Housing Advice

The East Riding of Yorkshire Council has provided funding for specialist welfare rights casework. Appointments are available to East Riding residents.

Legal Advice Centre

Free appointments with a local solicitor are available at the Bridlington and Goole offices.

The City of Hull

General Help and Assisted Information Services

The Hull office offers a range of drop in, telephone and appointment services Monday – Friday from The Wilson Centre.  This service is supported by volunteers and is funded by Hull City Council to offer generalist advice in a wide range of topics, as above.

Connect Well
Funded by the Clinical Commissioning group, Hull residents can access generalist advice on the full range of topics at 21 GP surgeries throughout the city. Doctors or practice nurses can refer patients for advice on many issues, e.g. debt, benefits, housing etc. Hull residents can also self refer by contacting the Connect Well admin team to book an appointment. The adviser is able to signpost clients to other agencies as necessary. 

Money Advice Service Debt Advice Project

The Debt Advice Project is funded by the Money Advice Service and offers specialist debt advice and casework through our team of ten debt specialists. This funding is specifically to provide free face to face debt advice to the most disadvantaged social groups.
Help Through Crisis Project
Funded by the Big Lottery, this is a partnership project which aims to reach out to people at risk of, or in crisis, particularly to those who are difficult to reach. The project aims to address the immediate crisis problem (e.g. lack of food or fuel, accommodation or shelter for the night) identify the best provider to meet their needs and support that person/s to over-come any barriers in accessing those services.
Hull Armed Forces Money Advice Project

Funded by the Hull Armed Forces Forum, this project aims to provide help and advice to current and ex-Armed Forces personnel and their families, assisting them to manage their money better.

Hull Royal Infirmary and Castle Hill Outreaches

This project is funded by SJP Law, a firm of solicitors and operates at the Hull Royal Infirmary and Castle Hill hospitals. Patients and their families can access the service for advice on many issues, e.g. debt, benefits, housing etc. The adviser is able to signpost clients to other agencies as appropriate.
Pension Wise Guidance Service

Funded by the Treasury, Citizens Advice - Hull & East Riding is responsible for the Pension Wise Guidance service in Hull, the East Riding of Yorkshire, North and North East Lincolnshire.  The service is available to anyone who is over 50 with a defined contribution pension, who is considering their pension options.  The Treasury is currently considering widening the remit of this service to include guidance on annuities and possibly State pensions.

Accredited Training Centre
Citizens Advice – Hull & East Riding has  established an accredited training centre  to provide training for advice workers, advocacy and support workers and other frontline staff.

Legal Advice Centre

Free appointments with a local solicitor are available between 3:30pm – 5:30pm on Wednesdays. Clients are booked an appointment after seeing an advisor at the Wilson Centre.

We are constantly seeking further funding from other sources.

3. Guidance Notes For Applicants
Application form 
Please complete your application and return it by post or e-mail (as a Word document) no later than the closing date referred to in the advert.  If you return your application via e-mail there is no requirement to send a hard copy in the post

CVs will not be accepted as a substitute for the application form, unless specifically stated in the advert.

The application form plays a key part in our recruitment and selection process.  We use the information you provide about your skills, experience, career and education history to decide whether or not to invite you for an interview.  It is important that you complete the application form as fully and accurately as possible, ensuring that you give specific examples which demonstrate how you meet the essential and desirable criteria for the role for which you are applying.

Disability


Please let us know if you require any adjustments to be made to the application process or would like to provide any information you wish us to take into account when we are considering your application.  If you are selected for interview, we will ask you to let us know if you have any access needs or may require reasonable adjustments to the interview or assessment (if applicable) at that stage.   Please be assured that we will be supportive in discussing reasonable adjustments with you at any stage of the recruitment and selection process.

Entitlement to work in the UK

A job offer will be subject to confirmation that you are permitted to work in the UK in accordance with the provisions of the Asylum and Immigration Act 1996. You will be asked to provide evidence of your entitlement to work in the UK if you are successful and an offer of employment is made.

Please note that Citizens Advice - Hull & East Riding does not hold a sponsor licence and, therefore, cannot issue certificates of sponsorship under the points-based system.

Diversity Monitoring

Citizens Advice - Hull & East Riding   values diversity and promotes equality.  We encourage and welcome applications from suitably skilled candidates from all backgrounds.  Monitoring recruitment and selection procedures is one way of helping us to ensure that there is no unfair discrimination in the way that we recruit people. To do this we need to know about the diversity profile of people who apply for posts at Citizens Advice - Hull & East Riding.  This information is given in confidence for monitoring purposes only and is not seen by anyone responsible for making recruitment decisions.  However, if you would prefer not to answer any of the questions we ask, please leave them blank.

Information, experience, knowledge, skills and abilities

This is a key section of the application form which allows you to provide evidence of your experience, knowledge, skills and abilities that are relevant to the role as described in the role profile.  Selection is based on an assessment of the evidence you provide against the requirements of the role as set out in the person specification.  It is important that you tailor your response to clearly demonstrate how you meet each requirement. No assumptions will be made about your achievements and abilities.  

Please provide one example for each requirement.  You should choose examples of past experience that clearly demonstrate what we are looking for, and be precise about what you did, how you did it and the outcome or result of your actions.   Please try to limit your response to each criterion to a maximum of 200 words.  

A useful guide might be S.T.A.R:

Specific – give a specific example

Task – briefly describe the task/objective/problem

Action – tell us what you did

Results – describe what results were achieved

Please provide recent work examples wherever possible.  However, do remember that relevant examples from other aspects of your life, for example: voluntary or unpaid work, school or college work, family or home responsibilities, can also be given.
Shortlisting outcomes

Shortlisted applicants will be invited for an interview.  Some positions may require additional assessments (practical task/test or assessment centre).  If this is the case, you will have received details with the application pack - further details will be provided if you are shortlisted.

References

All job offers are subject to the receipt of two satisfactory references:  One should be from your current or most recent employer or line manager (if you are employed through an agency), or your course tutor if you have just left full time education.  The other should be someone who knows you in a work related, voluntary or academic capacity.  Both referees should be able to comment on your suitability for the role. References will only be taken up for successful candidates following interview.
Criminal convictions 

Anyone who applies to work within Citizens Advice - Hull & East Riding will be asked to disclose details of unspent convictions during the recruitment process.   

Having a criminal record will not necessarily bar you from working for Citizens Advice - Hull and East Riding, much will depend on the type of job you have applied for and the background and circumstances of your offence.   However, we are not able to employ anyone with a conviction for a sexual offence against a child or vulnerable adult, regardless of when the offence took place.  All other convictions will be considered on an individual basis. 

Criminal Records Bureau Disclosures are only requested where proportionate and relevant to the post concerned.  If the post for which you are applying for requires a CRB Disclosure, this will be noted in the application pack.  

4. Summary Of Terms And Conditions Of Employment
Salary: Salaries are paid monthly in arrears. Please refer to the Job Description for further details.
Hours of Work: It may be necessary to work unsocial hours.  Time off in lieu may be taken by arrangement for hours worked in excess of normal hours, up to a maximum of 7 hours.  Your hours of work are 37 hours (or as agreed for part-time appointments) per week. 
Holidays: Employees are entitled to 5.6 weeks’ paid annual leave in each annual leave year (which includes all statutory holidays) pro rata for part time staff.

Pensions: Employees are automatically enrolled into the Government NEST pension scheme. Employees have the opportunity to opt out from this scheme.

Sickness Leave: Citizens Advice – Hull & East Riding will pay sickness pay of 4 weeks full pay and 4 weeks half pay, including Statutory Sick Pay (SSP). Your entitlement to sick pay is not cumulative. 

Travel Expenses: The cost of travel for work purposes will normally be refunded at the public transport rate: where public transport is not available car mileage will be paid at agreed rates, according to engine size.

Probationary period: All posts will have a probationary period of six months.

Trade Unions:   Citizens Advice – Hull & East Riding   recognises the Unite Union who have sole negotiation rights on Terms and Conditions of Employment.  Although union membership is a personal decision, the Bureau would encourage all staff to join the union in order to be able to participate fully in discussions on Terms and Conditions of Employment.

Please note that none of the above is intended to constitute a full or authoritative statement of the Terms and Conditions of Employment and is intended for general guidance only.

