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Advice Session Supervisor
Generalist Advice Services
	Job title
	Advice Session Supervisor

	Reporting to
	Service Delivery Manager – Generalist Advice Services (SDM-GAS) and
Head of Generalist Advice services (HoGAS)

	Hours
	0.8 FTE available (4 days)

	Salary
	£30,743 per annum pro rata 

	Contract
	0.3 funded to 31.3.27 and 0.5 funded to 30.6.27

	Work base
	Hull, Goole and Beverley offices

	About Us
	Citizens Advice Hull and East Riding (CAHER) make a difference to the communities we serve. 
https://www.hullandeastridingcab.org.uk/our-impact/ 
 
Learn more about what we do and how we do it https://www.citizensadvice.org.uk/about-us/about-us1/ 
 
CAHER Vision 
Collaboration, Innovation, Accountability 


	Responsibilities 
	
	

	Purpose of the Post:

The focus of the post is to be responsible for the organisation and smooth running of our generalist service based in our Goole and Hull offices. The post holder will provide Advice Session Supervision duties, ensuring a high-quality service is provided to all clients and the adviser rota is adequately staffed to meet the demands of the service. The role will also involve the development and supervision of all volunteer advisors.

Key Responsibilities: 

Service Delivery

1. Lead and manage the day-to-day generalist advice service to ensure service targets are met. This would include allocating adviser resource across multiple channels including face to face, telephone, and email. 

2. Monitor and improve the quality of advice given to clients through case checking to ensure records meet the Quality of Advice Assessment standards.  Where necessary ensure appropriate feedback is given to advisers and corrective action is taken.

3. Develop quality assurance systems in response to identified needs, changing requirements and quality of advice assessments.

4. Undertake advice work as and when required.

5. Ensure all relevant policies and procedures are followed during the advice session

6. Respond to requests for advice via telephone, letter, or e-mail.

7. Supervision

8. Supervise, support, and direct the work of paid and volunteer staff in the delivery of generalist advice.

9. Support the development of volunteers into advisers and advice session supervisor roles.

10. Ensure teamwork and effective lines of communication between all members of staff and volunteers

11. Training and Development

12. In conjunction with the Generalist Service Delivery Manager, supervisor colleagues, Volunteer Co-ordinators and Training Manager, ensure volunteers and paid staff are supported appropriately through the practice learning stages of the Certificate Course

13. To assist with assessed interviews and regular reviews of volunteers and paid staff.

14. Identify the training needs of volunteers and paid staff through support and supervision and contribute to the organisation’s training and development plan

15. To assist with the planning, organisation, and delivery of in-house training

16. Support other staff contributing to the advice session, such as receptionists, staff from other projects and administrators

17. Participate in training, briefing and coaching sessions with volunteers and paid staff across the organisation.

18. Attend and contribute to team meetings and feed back to the Generalist Service Delivery Manager on issues and training needs arising from the advice sessions

19. Research and Campaigns

20. Ensure that relevant Research and Campaign issues are identified and recorded appropriately

21. Monitor service provision to ensure the service reaches the widest possible client group

22. General

23. Advise the Generalist Service Delivery Manager of any staffing, service delivery, and quality of advice issues

24. Promote the work of Citizens Advice Hull and East Riding (CAHER) services to individuals and groups

25. Attend regular meetings as required

26. Ensure that Citizens Advice and CAHER’s policies in relation to confidentiality, equality, diversity and inclusion, and anti-discrimination are observed and actively promoted

27. To abide by Health and Safety policies and procedures and share responsibility for your own safety and that of colleagues, clients, and visitors to CAHER.

28. To undertake any other duties as are necessary to ensure the effective delivery and development of the service and which are commensurate with the responsibilities of this post.
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Advice Session Supervisor
Generalist Advice Services
Person Specification

These criteria are used to assess at the shortlisting stage. Please give examples and demonstrate how you meet these points on your application form. 

Essential criteria

Attitudes

1. [bookmark: _Int_hVStpemi]Understanding of and a commitment to the aims, principles, values and policies of Citizens Advice and a strong and impartial commitment to assisting individuals with poverty-related problems.

Knowledge and Experience

2. A minimum of one year’s experience of legal advice at a generalist level including welfare rights, employment, housing, debt, consumer, and immigration. An awareness of the current law and policy in relation to the above areas of advice. 

3. Strong understanding of quality assurance systems and experience of working to quality mark standards.

Skills and Ability 

4. Excellent communication skills with the ability to motivate and develop staff and volunteers.

5. An ability to give feedback in a supportive way and a willingness to challenge constructively.

6. [bookmark: _Int_0UHxUQVn]Ability to plan and prioritise the demands of the day-to-day delivery of generalist advice over a number of channels to meet client needs and service targets.

7. [bookmark: _Int_3nHzfK79]The ability to prioritise own work and the work of others, meet deadlines and manage workload in a pressured environment.

8. Ability to monitor and maintain recording systems and procedures using IT as appropriate.

9. Experience working to achieve targets and recognised quality standards.  

10. Ability to demonstrate how you keep advice knowledge up to date. This would include changes to law and policy relating to welfare rights, employment, housing, debt, consumer, and immigration advice. Ability to keep up to date with changes to Citizens Advice and organisational policies, systems, and procedures.

11. Ability to research, analyse and interpret complex information and present clearly both verbally and in writing. Ability to support advisers with the completion of benefit calculations, financial statements, complex forms, and correspondence on behalf of clients. 

Desirable criteria

12. Minimum of one year’s experience of supervising staff and/or volunteers to achieve required standards. 
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