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Advice Support: Supervision and Mentoring 

 

 15 hours per week  £20,491 per annum, pro rata  

Fixed term 12 months from start date with possible extension dependent on 

funding  

 

Job description 

 

This role requires an experienced supervisor and advisor to provide 

additional support to the advisor and assessor teams 

 

Mentoring and development 

 

 Support, coach and mentor a wide range of volunteers, including new 

volunteer advisers and assessors from initial training to achieving 

competence 

 Develop and deliver our workforce development strategy ensuring our 

people have the skills and knowledge they need to perform well and 

achieve the aspirations of the charity 

 Contribute to assessment and support of volunteers to reach and maintain 

the required levels of competence 

 Contribute to the development and expansion of the advisor and assessor 

service 

 

Supervision 

 

 Support and assist the Bureau Services Manager (BSM) 

 Provide  ‘second port of call’ supervision and consultancy for volunteers and 

staff as directed by BSM, including for outreaches whether in person or 

remotely on a flexible basis 

 Assist the BSM with the allocation of resources so as to ensure appropriate 

staffing of the client-facing service, including Adviceline, webchat, specialist 

projects and other channels as appropriate 

 Assist with the development of  systems and procedures to ensure an 

efficient service 

 Assist with team communication 

 Assist with the coordination of operational contact with other local Citizens 

Advice and partner agencies, including contact relating to client transfers 

and referrals 

 Assist with the management and allocation of work queues, emails, 

referrals, case-checking queues, postal correspondence and other time-

sensitive activities 
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 Liaise with reception and project workers to ensure a smooth client journey 

 Step in to assist volunteers during particularly challenging situations, e.g. 

difficult clients 

 

Quality 

 

 Contribute to the continuous monitoring and improvement of the quality of 

advice and customer service across the organisation 

 Contribute to the maintenance of case-checking and other internal quality 

processes (QAA) 

 

Overall responsibilities 

 

 Act as a mentor to support the learning and development of trainees 

 Promote and uphold the aims and principles of the Citizens Advice service 

 Support the BSM, Chief Officer and Trustee Board in the strategic 

development of the organisation 

 Support Research and Campaigns work across the service 

 Contribute to a supportive workplace, where diversity is valued, equality is 

promoted, and discrimination challenged 

 Maintain an up-to-date understanding of the advice needs of our clients 
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Person specification 

 

1. Proactive approach to all aspects of the job so as to contribute to the 

continuous improvement and development of a first-class advice service 

2. Expertise in all advice areas, and a demonstrable commitment to bring any 

weaker areas up to the standard of the strongest 

3. Sound interpersonal skills and a proven ability to lead, engage, encourage, 

challenge and set standards for volunteers and colleagues 

4. An understanding of the importance of support, training, development and 

motivation for individuals.  

5. Experience of supervising staff and/ or volunteers and training delivery. 

6. Empathy with clients, volunteers, colleagues and partner agencies, and a 

commitment to put clients first when making decisions 

7. Sound understanding of advice trends and other developments amongst our 

client base and wider society with implications for the service 

8. Effective verbal and written communication skills 

9. Proficiency with information technology, including the ability to learn new 

software and techniques 

10. Commitment to continuous learning 

11. Excellent organisational skills 

12. Evidence of meeting the competence levels for an advice session supervisor 

within the Citizens Advice service 

13. Willingness to travel to outreaches to support and mentor volunteers as 

necessary 

14. Willingness to be flexible, within reason, in terms of days worked  

15. Proven commitment to the aims and principles of the Citizens Advice 

service 

 


