
 
 

Advice Session Supervisor 
 
Job pack 
 

Thank you for your interest in working at Citizens Advice Sefton. This job pack 

should give you everything you need to know to apply for this role and what it 

means to work at Citizens Advice.   

 

In this pack you will find: 

● The values of Citizens Advice 

● 3  things you should know about us 

● Overview of Citizens Advice Sefton 

● The role profile and personal specification 

● Terms and conditions 

● What we offer to our staff 

 

Want to chat about this role? 
 
● If you want to chat about the role further, you can contact Linda Jones 

by emailing linda.jones@seftoncab.org.uk 

 
 

mailto:linda.jones@seftoncab.org.uk
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 Our values 

We’re inventive. We’re not afraid of trying new things and learn by getting 
things wrong. We question every idea to make it better and we change when 
things aren’t working. 

We’re generous. We work together, sharing knowledge and experience to 
solve problems. We tell it like it is and respect everyone. 

We’re responsible. We do what we say we’ll do and keep our promises. We 
remember that we work for a charity and use our resources effectively. 

 

 
3 things you should know about us 

 
1. We’re local and we’re national. We belong to a network of 300 
independent Citizens Advice offices across England and Wales supported by 
Citizens Advice nationally. 
 
2. We’re here for everyone. Our advice helps people solve problems and our 
advocacy helps fix problems in society. Whatever the problem, we won’t turn 
people away. 
  
3. We’re listened to - and we make a difference. Our trusted brand and the 
quality of our research mean we make a real impact on behalf of the people 
who rely on us. 
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About Citizens Advice Sefton 

 

Citizens Advice Sefton is situated in Merseyside, neighbouring Liverpool, 

Knowsley and West Lancashire. Originally established in Bootle in 1939, the 

service evolved into a district wide service covering the borough of Sefton in 

2008.  

 

Citizens Advice Sefton has permanent offices in Bootle and Southport. We run 

advice drop in and appointment services from these offices for the local 

community.  We run a drop in money advice clinic every Monday at Goddard 

Hall in Bootle and every Tuesday evening in Southport and this service 

complements the money advice service we offer throughout the week by 

appointment.   We are a partner in the Greater Merseyside Money Advice 

Partnership. 

 

We are a delivery partner within Living Well Sefton and we employ a Living 

Well Mentor and social welfare advice team who work collaboratively to help 

people tackle barriers to personal health and wellbeing in Sefton. We also 

work in a mental health ward in Clock View Hospital helping  people with 

severe and enduring mental health issues tackle benefit, money and other 

issues.   

 

We recruit local volunteers who train as assessors, advisers, admin, reception 

and support roles or who undertake research and campaigns work based on 

client evidence.  Our Board of Trustees are also volunteers.  

 

We work in partnership with Liverpool Citizens Advice to provide a tribunal 

representation service.  We also work with all Liverpool City Region Citizens 

Advice supported by The Women’s Organisation in Liverpool to provide a 

personal programme of advice and support (Better Off Finance Project funded 

by The Big Lottery and European Social Fund) 

 

 We hold Approved Assessment Centre status and offer accredited training in 

the nationally accredited qualification, SFJ Awards Level 2 Certificate in 
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Supporting Access to Legal Advice (QCF) and at Level 3 – Award in providing 

initial legal advice.  

 

Citizens Advice Sefton enjoys the support of over 80 volunteers across the 

borough.  In addition Citizens Advice Sefton employs 28 people across the 

district.  In 2018-19 Citizens Advice Sefton helped 7,749 people with over 

28,820 problems.  Over 70% of these problems related to debt and benefits. 

 

 

  The role 

Citizens Advice Sefton is a district wide service with staff and volunteers 

working on 2 main sites and outreaches offering information and advice from 

generalist to specialist level across a range of social welfare enquiry areas.   

 

Advice Session Supervisors are required to have recent and in depth 

knowledge of social welfare enquiry areas.  Ideally, you will be conversant with 

the new approach to QAA but if not then you should be willing to undertake 

the training required.   

 

Advice Session Supervisors provide support, guidance and feedback to 

volunteers in order to maintain a consistent quality of advice, and to ensure 

the provision of an effective and efficient service to the public.   

 

The post holder will be working with volunteers in our Southport and Bootle 

offices who provide face to face and telephone advice to clients.  This will 

include general advice provision and Help to Claim support for clients who are 

applying for Universal Credit.   

 

The post holder will be required, on a rota basis, to work on a Monday from 

8:30 – 4:30p.m. and to work a late shift on a Wednesday or Thursday  from 

10:30 – 6:30 p.m. 
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  Job Description  

 

Key work areas and tasks: 

 

Supervising advice sessions 

 

 Mange the practicalities of the advice session and ensure adequate 

staffing and resources. 

 Support, supervise and mentor individual volunteers depending upon 

their level of competence. 

 Ensure quality standards are maintained via daily case checking of 

volunteer case records. 

 Ensure remedial and developmental issues are identified and acted on to 

develop volunteers, improve the quality of advice, and ensure clients do 

not suffer detriment due to poor or inadequate advice. 

 Keep technical knowledge up to date and provide technical support to 

the volunteer team. 

 

Learning, Development & Training 

 

 Identify learning and development needs of volunteers and liaise with 

the Training Supervisor for relevant learning to be put in place. 

 Contribute to the assessment of competence of volunteers as required 

by the Training Supervisor. 

 

Staff Management 

 

 Create a positive working environment in which equality and diversity 

are well-managed and dignity at work is upheld. 

 Ensure the effective performance management and development of 

volunteers through regular supervision sessions and the annual 

reflection process. 
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 Work cooperatively with colleagues and encourage good team work, 

clear lines of communication and shared practices within the team. 

 

Research & Campaigns 

 

 Remain up to date with local and notional research and campaigns 

issues and ensure volunteers are alerted to these issues. 

 

Professional Development 

 

 Keep up to date with changes in legislation, case law, policies and 

procedures relating to all areas of social welfare law. 

 Identify own learning and development needs and arrange training etc. 

as required.    

 Attend relevant internal and external training as agreed with your line 

manager.    

 Prepare for and attend supervisor meetings, volunteer team meetings, 

one to one supervision meetings/annual appraisal with your line 

manager as required. 

 Assist with service initiatives for the improvement of services. 

 

Administration 

 

 Use IT for record keeping, statistical recording and document 

production. 

 

Other duties & responsibilities 

 

 Carry out any other tasks that may be within the scope of the post to 

ensure the effective delivery and development of the service. 

 Abide by health and safety guidelines and share responsibility for own 

safety and that of colleagues. 

 Ensure that work reflects and supports the Citizens Advice service’s 

equality and diversity strategy. 
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  Person specification 

 

Experience 
 
 
 
 
 

1 
 
 
2 
 
 
3 
 
 
 
4 
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Experience of supervising, supporting or mentoring other 
people. 
 
Proven experience of working within a quality of advice 
framework 
 
A thorough understanding of the issues involved in 
interviewing and working with clients, and in particular 
vulnerable people. 
 
Proven ability to work well in a busy, pressured 
environment 
 
Ability and willingness to work as part of a team. 

Skills & 
Knowledge 
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Thorough understanding of social welfare law enquiry 
areas. 
 
Ability to use initiative and problem solve. 
 
Understanding and willingness to commit to the aims and 
principles of the Citizens Advice service and its equality and 
diversity policies. 
 
Ability to give feedback objectively and sensitively and to 
motivate and develop volunteers. 
 
Good verbal and written communication skills with the 
ability to advocate on behalf of clients when necessary. 
 
Ability to support a volunteer to research, analyse and 
interpret complex information related to a client’s enquiry. 
 

Other 
 
 
 
 

12 
 
13 

A commitment to continuous professional development. 
 
Ability to prioritise own workload, the work of others and 
meet deadlines. 
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  Terms and conditions 

Salary:  £26,440 - £27,440 

Hours of work:  35 hours per week, some evening sessions on rota  

Pension:  7% Employer Contribution 

Annual Leave:  28 days plus Bank Holidays 

Location:  The post is peripatetic so you may be expected to work at either 

Bootle or Southport as required. 

 

  What we can offer to our staff 

We offer a contribution of 7 % of your salary into a Stakeholder Pension 
Scheme (Aviva). You will need to contribute at least 1% into the scheme. 
 
We encourage development through participation in learning and training 
activities through the Advice Skills Academy (a partnership of Liverpool City 
Region Citizens Advice with The Women’s Organisation)  
 
We support the cycle to work scheme 
 
Along with this pack you will find an application form, equality and diversity 
monitoring form and guidance notes. 
 
Please note the closing date for applications is 23rd October at 5pm 
 
  You will be contacted by email or telephone if you are shortlisted for 
interview. 
 
Interviews will be held on 28th October 2019 


