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Outreach Supervisor 

 

Job description 

 

Supervision 

 

 Maintain operational responsibility for services in Dawlish, Teignmouth and other 

outreach locations as appropriate 

 Ensure high quality supervision arrangements are in place for all sessions 

 Allocate resources, including overseeing rotas, to ensure appropriate staffing of the 

service 

 Develop systems and procedures in coordination with staff in Newton Abbot, to ensure 

an efficient service 

 Communicate with the team on a day-to-day basis, including the delivery of briefings 

 Ensure the necessary technical resources are in place for advice sessions to operate 

effectively 

 Cover supervision in Newton Abbot when required 

 

Quality 

 

 In coordination with staff in Newton Abbot, ensure continuous monitoring and 

improvement of the quality of advice and customer service in the outreaches 

 Participate in supervisor meetings and other internal quality processes 

 Report to the chief executive and board on the performance of the outreaches 

 Ensure consistent quality, customer service and professionalism between outreaches 

 Develop strategies to extend and develop the organisation’s offer to clients, including 

identifying and incorporating best practice, involving the organisation in pilots or new 

developments when appropriate 

 

Leadership 

 

 Lead, coordinate and manage the volunteer team in the outreaches 

 In coordination with staff in Newton Abbot, identify collective and individual training 

needs at the outreaches and participate in training activities as appropriate 

 Coordinate team meetings and other activities aimed at communicating organisational 

messages to the volunteers, particularly in regard to quality, policy developments 

affecting advice, and research and campaigns issues 

 Provide coaching and support to volunteers and perform appraisals 

 Foster a culture of excellence in quality and customer service, and ensure continuous 

learning and improvement throughout the outreaches 
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Overall responsibilities 

 

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

 Support the chief executive and board in the strategic development of the outreaches 

 Promote and champion research and campaigns work, and ensure its integration into 

all aspects of volunteers’ work 

 Ensure a supportive workplace, where diversity is valued, equality is promoted, and 

discrimination challenged 

 Develop operational relationships with stakeholders, including local partners and 

agencies to or from which clients are or can be referred 

 Take operational responsibility for health and safety in the outreaches 

 Maintain an up-to-date understanding of the advice needs of our clients, monitoring 

trends and adjusting the service in response 

 

 

Person specification 

 

1. Proactive approach to all aspects of the job, taking responsibility for 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. Empathy with clients, volunteers, colleagues and partner agencies, and a commitment 

to put clients first when making decisions 

5. Proven ability to coach, develop, enthuse and retain volunteers 

6. Sound understanding of advice trends and other developments amongst our client 

base and wider society with implications for the service 

7. Effective verbal and written communication skills 

8. Proficiency with information technology, including the ability to identify and solve day-

to-day IT problems and to learn new software and techniques 

9. Commitment to continuous learning, and willingness to share and cascade this 

learning to the team 

10. Excellent organisational skills and proven ability to delegate work and prioritise tasks 

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

Citizens Advice service 

12. Proven commitment to the aims and principles of the Citizens Advice service 

 


