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Citizens Advice Chiltern



Advice Session Supervisor

Job Description & Person Specification
Main Duties and Responsibilities 

1. Planning and Development 

· Advise the Chief Supervisor on staffing and service delivery issues. 

· Co-ordinate systems so as to promote common practices within the service area. 

· Implement IT and other resource strategies as they affect the service area. 

2. Service Delivery 

· Supervise the work of designated staff to ensure that standards meet Citizens Advice requirements. 

· Provide technical casework support and act as consultant to the advisers. 

· Ensure an agreed service delivery and adequate cover from available staff. 

· Monitor the quality of advice given to clients. 

· Maintain standards of service delivery, by: 

1. evaluating their effectiveness; 

2. developing new methods of service delivery; and 

3. consulting with staff, user groups and others. 

· Respond to advice needs, in particular the needs of identified disadvantaged groups and the different geographical and demographical areas. 

· Ensure that appropriate systems are developed and maintained for case recording, statistics, follow up work and quality control. 

· Undertake advice work as and when required. 

3. Staff Supervision 

· Attend regular meetings of the management team in order to: 
1. develop common practices and procedures; 
2. consider staffing, resource and funding issues; and 

3. delegate, monitor and evaluate work. 

· Attend regular meetings of all paid and unpaid staff. 

· Supervise staff through the provision of regular support. 

· Ensure that the service area is adequately staffed. 

· In accordance with Citizens Advice and service procedures assist the manager in implementing employment policies and procedures. 

· Encourage good teamwork and lines of communication between all members of staff. 

· Participate in the recruitment of staff by participating in briefing sessions. 

· Ensure that new recruits are successfully inducted and receive the appropriate training. 

4. Administration 

· Maintain and monitor effective and efficient administrative systems. 

· Monitor an effective health and safety policy with regard to staff, equipment and premises within statutory requirements. 

· Maintain complaints procedures in accordance with Citizens Advice guidelines. 

5. Training and Development 

· Identify and implement own training and development needs. 

· Identify the training needs of staff through support and supervision and contribute towards the bureau’s training and development plan. 

· Organise training activities in conjunction, as appropriate, with the Training & Quality Manager. 

6. Public Relations and Liaison 

· Promote the work of the CAB service both locally and nationally. 

· Maintain contacts with local and regional media. 

7. Social Policy 

· Ensure the development of social policy and instigate systems and procedures. 

Other duties and responsibilities 

· Promote the aims, policies, membership requirements and equal opportunities policies of the CAB service. 

· Carry out any other related tasks as required by the Chief Supervisor to ensure the efficient provision of the service. 
· Abide by health and safety guidelines and share responsibility for own safety and that of colleagues. 



Person specification 

1) Understanding of and commitment to the aim and principles of the Citizens Advice service and its equal opportunities policies  

2) Ability to give and receive feedback objectively and sensitively and a willingness to challenge constructively

3) Ability to monitor and maintain own standards

4) Effective written and oral communication skills

5) Demonstrable understanding of the issues affecting society and their implications for clients and service provision

6) Demonstrable understanding of the issues involved in interviewing clients

7) Ability to monitor and analyse statistics and check accuracy of calculations

8) Proven ability to supervise and monitor advice work and to maintain 

casework systems and procedures

9) Ability to research, analyse and interpret complex information

10) Ability to prioritise own work and the work of others, meet deadlines and manage workload in a busy environment

11) Ability to use IT systems and packages, and electronic resources in the provision of advice and the preparation of reports and submissions

12) Ability to monitor and maintain recording systems and procedures

13) Flexibility and willingness to work as part of a team

