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Advice Team Supervisor/Trainee 
 

Job title 
 

Advice Team Supervisor/Trainee 

Location 
 

Citizens Advice Leeds, Leeds city centre 

Salary 
 

Trainee 

NJC Points 8-12 (£20,092 - £22,183 p.a. full-time) 

Qualified 

NJC Points 18-22 (£24,982 - £27,041 p.a. full-time)  

Hours 
 

• 1 post full-time (35 hours per week), permanent 

• 1 post 21 hours per week, to 31.3.2022 

Reporting to 
 

Service Delivery Manager 

 

Job description  

Purpose and scope of the job 

The aim of the post is to supervise and deliver front line advice services at Citizens 

Advice Leeds. The Supervisor will have a focus on delivering high quality advice 

services, conducting quality checks and supporting and supervising volunteers. 

Advice will be delivered via a variety of channels including telephone, face to face and 

digital. 

1. Service Delivery 

1.1. In conjunction with the Service Delivery Manager, develop and implement 

procedures that will ensure effective and efficient services are delivered.  

1.2. Develop and implement training and induction plans with a focus on 

customer care and continuous improvement. 

1.3. With the Service Delivery Manager, seek to ensure that the services achieve 

high quality ratings in Citizens Advice Quality of Advice Audits. 

1.4. Ensure services are provided face to face, on the telephone and via digital 

channels as required. 

1.5. Carry out regular reviews, implement improvements and changes as 

required. 

1.6. Provide day to day advice session supervision and support to staff and 

volunteers in accordance with organisational procedures. 
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1.7. Conduct quality checks on information and advice provided in accordance 

with Citizens Advice Leeds procedures and ensure a high standard of advice 

and record keeping is maintained across the team. 

1.8. In conjunction with the Service Delivery Manager, organize staff/ volunteer 

rotas to ensure the service operates to agreed requirements, including 

checking planned absences and managing unplanned absence. 

1.9. In conjunction with the Service Delivery Manager take part in staff/ volunteer 

recruitment as required 

1.10. Meet individual targets, set targets for the team and monitor performance. 

1.11. Undertake client casework and maintain a caseload as required. 

1.12. Ensure service user enquiries are dealt with appropriately in line with 

Citizens Advice Leeds procedures. 

1.13. Work collaboratively with all departments to ensure quality services are 

delivered for service users. 

1.14. Provide cover for other Team Supervisors as required 

1.15. Authorise expenditure and disburse petty cash in accordance with policies. 

1.16. Deal with complaints in accordance with Citizens Advice Leeds procedures. 

 

2. Paid staff and volunteer supervision 

2.1. Line manage staff allocated to this post in accordance with organisational 

policies and procedures including coaching, mentoring and setting targets 

and objectives. 

2.2. Provide support and supervision to volunteers as required in accordance 

with organisational policies and procedures.  

2.3. Provide feedback on performance to staff/ volunteers allocated to this post. 

2.4. Identify the training needs of staff/ volunteers and agree appropriate 

training and development objectives. 

 

3. Professional Development 

3.1. Keep up to date with legislation, policies and procedures relating to 

generalist advice and attend appropriate training. 

3.2. Attend relevant internal and external meetings as agreed with the line 

manager. 

3.3. Participate in organisational initiatives to develop and improve services.  



21.5.2021 

3.4. Identify own training needs and agree with line manager training and 

development activities to be undertaken. 

3.5. Prepare for and attend supervision sessions. 

 

4. Other duties and responsibilities 

4.1. Contribute to monitoring and evaluation of the service. 

4.2. Use IT for case recording, document production, statistical recording and 

other information required for reports on the service. 

4.3. Promote the aims and principles of the Citizens Advice service. 

4.4. Abide by and assist in the implementation of organisation policies and 

procedures including Health and Safety, IT, information assurance and 

equalities and diversity policies.  

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

ensure the effective delivery and development of the service. 
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Person specification – Advice Team Supervisor/ 

Trainee 
 Essential Qualified Trainee 

1.  Recent experience (In last 3 years ) of delivering generalist 

advice- Welfare Benefits, housing, debt and 

employment  including taking action to progress the case 

and completing benefit applications such as PIP, ESA, etc. 

✔ 
 

2.  Ability to provide consultancy and act as advice session 

supervisor to staff and volunteers  

✔ 
 

4.  Certificate in generalist advice work or equivalent 

qualification. Or equivalent level of experience and skill in 

advice work 

✔ 
 

5.  Ability to line manage staff and volunteers, including case 

checking, giving feedback and addressing performance 

issues. 

✔ 
 

6.  Experience of engaging with clients/customers through 

telephone and digital channels.  

✔ ✔ 

7.  Proven ability and willingness to meet appropriate 

targets, including organizational objectives and funder 

targets. 

✔ ✔ 

8.  Experience of conducting quality checks/ file reviews, 

assess quality of advice and give feedback 

✔ 
 

10.  Excellent IT skills with a thorough knowledge of IT office 

applications, including experience of using case 

management systems to carry out daily duties 

✔ ✔ 

12.  Ability to work under pressure to meet deadlines. ✔ ✔ 

13.  Excellent decision making, organisational and problem 

solving skills 

✔ ✔ 

14.  Good literacy and numeracy skills relevant to the role. ✔ ✔ 

15.  Positive approach to working in a team and contributing 

to wider organisation goals. 

✔ ✔ 

16.  Ability to work flexibly to meet service targets and to 

participate in a rota to cover delivery. 

✔ ✔ 
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17.  Ability and willingness to travel for business purposes 

including, training and other events as required. 

✔ ✔ 

18.  Proactive approach to personal development and the 

updating of skills and knowledge. 

✔ ✔ 

19.  Professional work ethic: honest, conscientious, self-

motivated and reliable. 

✔ ✔ 

20.  Demonstrable commitment to Citizens Advice Leeds’ 

values of fairness, equality and social justice. 

✔ ✔ 

 Desirable Qualified Trainee 

21.  Experience of delivering a casework service to clients ✔  

22.  12 months recent (in last 3 years) experience of 

conducting quality checks/ file reviews on quality of 

advice 

✔  

23.  Evidence of MAS Accreditation - advice work, casework 

and court representation levels 

✔  

24.  Experience of working in an advice centre setting.  ✔ 

 

 

 


