
 
  

Recruitment Pack 
  

  
Telephone and Digital Service 

Supervisor 
  

36.25 hours per week 
 

  
  
  
 
 
 
 
  
  
  
  
  

 



Thank you for expressing an interest in the position of Telephone and Digital 
Service Supervisor 
  
Every year we help up to 20,000 people in Salford, through the Covid pandemic 
Citizens Advice Salford has continued to help thousands of people we are proud of 
that achievement and know it was only possible because of the huge levels of 
commitment shown by our staff and volunteers. 
  
We know there is still more we can do for our communities and have big ambitions 
to develop our service, both in terms of the scope of our work and ways we deliver 
our advice. 
  
We’re excited that you want to be part of the team and look forward to receiving 
your application. 
  
  
Citizens Advice Salford recognises the positive value of diversity, promotes 
equality and challenges discrimination. We aim at all times to recruit the 
person who is most suited to the job and welcome applications from people of 
all backgrounds. We particularly welcome applications from disabled, Black, 
Asian or Minority Ethnic people, as they are currently under represented in 
our workforce. 
  
  
About Citizens Advice Salford 
  
The first Citizens Advice opened in Salford in September 1939, established in the aftermath 
of the first world war and provided, amongst other initiatives, a casework service for 
families in need. 
  
Since then, we have continued to grow as a frontline service, finding innovative solutions to 
the advice needs of our community through free, confidential and independent advice and 
information services. 
  
The aims of the Citizens Advice service are: 

●  To provide the advice people need for the problems they face 
●  To improve the policies and practices that affect people’s lives 

  
Citizens Advice Salford is a charity, dependent on a workforce of paid staff and over 80 
trained volunteers. We operate over 4 permanent sites in Salford, Eccles and Walkden and 
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over 15 outreach locations in the city, which we are continually reviewing to ensure we are 
reaching the people most in need of our services. We also provide advice via email and 
phone. 
  
We are a member of National Citizens Advice which provides the extensive information 
system we use to advise clients and sets standards for advice, training, equal opportunities 
and accessibility in our offices. 
  
We receive funding from Salford City Council and Salford Clinical Commissioning Group; 
which helps support our generalist advice service which gives advice on a wide range of 
subjects such as; benefits, work, debt & money, consumer, family, housing, law & courts, 
immigration and health. We also receive funding from other major contributors which 
helps run our specialist advice projects. 
  
 
 
 
 
 
 
Our projects and specialist services 
  
Salford Help Through Crisis 
A five year project providing outreach services in food banks, social supermarkets 
refugee and asylum support projects and projects working with vulnerable people 
across Salford.  
  
 Salford Citizens Advice Domestic Abuse Service 
 We have recently started a new project to provide specialist support to victims of 
domestic abuse and those who are victims of coercive control (primarily those 
suffering financial control). 
  
Private Sector Housing Advice Service 
A service providing specialist advice service for people living in private tenancies, 
helping those experiencing landlord harassment and  disrepair. 
  
Salford Foodshare Network 
We have a unique partnership working with Salford Foodshare Network across 
food charities to combat food insecurity in Salford. This involves us chairing the 
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network and coordinating delivery of the feeding salford plan and as part of this 
work we deliver advice services to all food crisis services. 
  
Salford Loaves and Fishes and Emmaus 
We have a long history of providing advice services to Salford Loaves and Fishes (a 
centre who work with homeless and vulnerable people), this work involves 
providing weekly advice sessions and training for staff and service users.  We have 
recently received funding to expand this work including sessions at Emmaus in 
Salford. 
  
Money Advice Services 
We have a large money advice contract which provides specialist debt advice and 
casework across the city. 
 
 
 
  
 
 
 
Citizens Advice Aims and Principles 
  
Aims: 
  
The Citizens Advice service provides free, independent, confidential and impartial advice to 
everyone on their rights and responsibilities. It values diversity, promotes equality and 
challenges discrimination. 
The service aims: 

·        To provide the advice people need for the problems they face, 

·        To improve the policies and practices that affect people's lives, 

  
Principles: 
  
Independence: The service provided by Local Citizens Advice Bureaux is completely 
independent. Local Citizens Advice are therefore able to offer impartial advice to all clients 
and to take up any issue with the appropriate authority on behalf of individuals or groups. 
  
Impartiality: The service provided by Local Citizens Advice is impartial. It is open to 
everybody, irrespective of ability, age, gender, gender identity, race, religion or belief, 
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sexual orientation and social or economic status. Advice and help will be given on any 
subject without any preconceived attitude on the part of the bureau. 
  
This guidance must be seen in the context of the service's other principles of free, 
independent and confidential advice, and its equality and diversity policies. 
  
Appropriate action will be taken on behalf of the client regardless of how unpopular or 
unpalatable it may be with the community or the Local Citizens Advice itself. The provision 
of an impartial and objective service demands that bureau staff must recognise their own 
prejudices and take action to control their feelings when dealing with a particular client. 
  
Political Impartiality: The Citizens Advice service requires that personal views do not 
impair the objectivity of the advice and assistance given, or restrict its availability or deter 
sections of the community from making use of the services of the Local Citizens Advice, or 
deter funding authorities from helping bureaux to achieve their aims. 
  
As a voluntary movement the Local Citizens Advice service draws strength from the 
diversity of its members (trustees, volunteers or paid staff). Harnessing the differences into 
a creative force requires an impartial stance towards those differing ideologies which are 
held by both providers and consumers of the service. 
  
Impartiality is basic to the furtherance of both the Citizens Advice service's aims. 
  

The Local Citizens Advice service requires that personal views do not: 

  

●  impair the objectivity of advice and assistance given, or 

● restrict its availability or deter sections of the community from making use of 

the services of Local Citizens Advice, or 

●  deter funding authorities from helping Local Citizens Advice to achieve their 

aims. 

  
Confidentiality:  Citizens Advice offer confidentiality to enquirers. Nothing learned by a 
Local Citizens Advice from enquirers, including the fact of their visits, will be passed on to 
anyone outside the service without their express permission. 
  
Free: Local Citizens Advice services are provided free to clients at the point of delivery. 
Each member Local Citizens Advice and Citizens Advice nationally, is responsible for 
operating within the principles of the service and protecting the Citizens Advice brand. At 
the same time it is also recognised that we all need room for innovation without deterring 
people from seeking advice for fear of the cost. 
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Campaigning & Research: The two aims of the Local Citizens Advice service are equal. 
Local Citizens Advice are in a unique position to exercise an influence on social policy both 
locally and nationally. It would be irresponsible to fail to analyse or to pass on evidence of 
poverty, ignorance, injustice or inefficiency of administration which may be acquired in the 
furtherance of the social policy aim "to improve the policies and practices that affect 
people's lives". 
  
Analysis of the workload is also vital to the efficient management of the service. It is the 
duty of the service to comment on policies which adversely affect its clients. Each issue 
must be handled in a non-party-political manner and requires sensitivity of approach. 
  
 
 
 
 
 
  
Information about the role 
  
We are looking for someone with at least 6 months recent experience of supporting 
staff in a local Citizens Advice office or similar social welfare advice environment. 
We will also consider candidates with at least 1 years of delivering generalist advice 
who can demonstrate the skills and enthusiasm to support the development of 
volunteer advisers.   
 
Reporting to the Operational Senior Manager you will provide regular support face 
to face, via phone, zoom or hangouts to our team of paid staff and volunteers 
across all areas of advice. You will work with the Training Manager and our 
Guidance Tutor  to ensure that we develop the skillsets of volunteers by direct 
supervision of advice, feedback and mentoring and by being observed by trainee 
advisers, ensuring they observe and develop good practice in their advice giving 
and case write-ups.  
 
 
  
You can download an application here: 
https://salfordcab.org.uk/wp-content/uploads/2020/09/Paid-Staff-Application-and-Monitori
ng-Form-Sept-2020.docx    
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Job Description and Person Specification 

 

Job Description – Advice Service Supervisor 
Main duties and responsibilities 
Supervising generalist advice 

● Manage the practicalities of the advice sessions on the day. 
● Supervise the work of designated staff providing them with an appropriate 

level of support and supervision depending on their level of competence. 
● Monitor the case records / telephone calls / emails/ video calls  of designated 

staff to meet quality standards and service level agreements. 
● Ensure remedial and developmental issues are identified and acted upon to 

develop individuals, improve the quality of advice and ensure clients do not 
suffer detriment due to poor or inadequate advice. 

● Ensure that appropriate systems are used for case recording, statistics, follow 
up work and quality control. 

● Keep technical knowledge up to date and provide technical support to 
designated staff. 

● Undertake advice work when requested. 
● Assist Senior Managers on compliance with Citizens Advice membership 

scheme and audit requirements. 
● Ensure all relevant policies and procedures are followed. 

Staff & volunteer support 
● Uphold and demonstrate the values of our organisation: generous, 

responsible and innovative. 
● Create a positive working environment in which equality and diversity are well 

managed, dignity at work is upheld and staff can do their best. 
● Organise regular meetings with your team. 
● Encourage good teamwork and lines of communication between all members 

of staff. 
Other duties & responsibilities 

● Keep up to date with Citizens Advice aims, principles, policies and practices 
and ensure these are followed. 

● Ensure that work reflects and supports the Citizens Advice service’s equality 
and diversity strategy. 

● Develop and maintain effective administrative systems and records relevant to 
the role. 

● Monitor and evaluate activities appropriate to the role and contribute to our 
planning process by providing regular reports and feedback on the areas of 
responsibility. 
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● Attend regular internal and external meetings relevant to the role. 
● Abide by health and safety guidelines and share responsibility for your own 

health and safety and that of colleagues. 
● Carry out any other tasks within the scope of the post to ensure the effective 

delivery and development of the service. 
Training & development 

● In conjunction with your line manager and the Training Manager identify your 
personal training and development needs. 

● Support the Training Manager to identify the training needs of staff and 
volunteers you are working with, through support and supervision. 

● Support the Training Manager by undertaking coaching/mentoring of new 
trainees and conducting interviews for trainees to observe and learn from.  

Research & campaigns 
● Keep up to date with Research and Campaign issues and ensure R&C work is 

promoted and integrated in a way relevant to the role. 
● Assist with Research & Campaigns work by providing information about 

clients’ circumstances through the appropriate channel. 
● Monitor service provision to help ensure that it reaches the widest possible 

client group. 
● Participate in Generalist advice related campaigns where appropriate. 

 
 
Person Specification – Advice Service Supervisor 
 

1. At least 6 months experience of supervision or support of paid staff or 
volunteers in an accredited social welfare advice service   or at least one years’ 
experience of delivering self-supervised generalist advice. 

2. A passion for developing the skills of others and the ability to develop, lead 
and contribute to a team of volunteer staff.  

3. A can-do positive attitude towards developing a flagship service.  
4. Ability to research, analyse and interpret complex information and produce 

and present clear reports verbally and in writing. 
5. Be competent and confident in the use of Google IT systems, Zoom and 

electronic resources in the provision of advice, supervision and training and to 
monitor and maintain recording systems and procedures.   

6. Ability to give and receive feedback objectively and sensitively and a 
willingness to challenge constructively.  

7. The ability to prioritise own work and the work of others, meet deadlines, 
maintain standards and take decisions in the day to day running of a busy 
advice service. 

8. Proven ability of monitoring and maintaining service delivery against agreed 
targets.    

9. A good, up to date understanding of equality and diversity and its application 
to the provision of advice, and the supervision and development of staff and 
volunteers. 
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10.Understanding of the issues affecting society and their implications for clients 
and service provision and a commitment to the organisations research & 
campaigns programme  

11.Understanding of and commitment to the aims and principles of Citizens 
Advice service and its equal opportunities policies.  

12.Commitment to continuing professional development 
 

 

 
Completing your application 
  
It is essential that you carefully read the job description and person specification. 
  
However, when you fill in the application form the most important document is the 
person specification. 
  
You should go through this point-by-point and show on your application form how you 
have the particular experience or skills asked for.  You should give examples to evidence 
your statements.  Typically, these examples will be things you have done in the past or 
responsibilities that you have at present. Where relevant you should explain the results you 
achieved as well as describing the activity itself. 
  
You will not be short listed for the interview unless you clearly demonstrate how you meet 
the requirements of each person specification point. We are therefore unable to accept 
Curriculum Vitae. 
  
We usually experience a very high volume of interest in our posts and unfortunately do not 
have the resources to respond to applicants that have not been shortlisted.  Therefore, if 
you have not heard from us within one week of the closing date please assume that your 
application has been unsuccessful on this occasion. 
 

  
How to apply 
  
Applications should consist of: 
  

● A completed application form (CVs will not be considered). 
● A diversity monitoring form. 
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Completed applications should be emailed to 
elaine.kenny@citizensadvicesalford.org.uk 
  

  

Recruitment timeline 
   
  
Applications close:           Monday 25 January 2021 at 9am  

   

 
Any queries regarding the job description or the role should be made to Elaine 
Kenny or Gareth Hughes 
  
Email: elaine.kenny@citizensadvicesalford.org.uk 
 
 
Email: gareth.hughes@citizensadvicesalford.org.uk 
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