Volunteering with
Citizens Advice Leeds
Why not join our team of volunteers?

What does Citizens Advice do?
The Citizens Advice service helps people to resolve their problems. As
the UK's largest advice provider we are equipped to deal with any issue,
from anyone, spanning debt and employment to consumer and
housing plus everything in between.
In the last year alone, the Citizens Advice service helped ?? million
people with their problems. But we're not just here in times of crisis we also use clients’ stories anonymously to campaign for policy
changes that benefit the population as a whole.
Citizens Advice Leeds is an independent charity. We provide up to date
information and advice to clients over the phone, face-to-face and
through email. We link clients up with other services and agencies, help
write letters and complete forms, negotiate with creditors and make
phone calls on clients’ behalf. Our services are completely free.
We don’t tell clients what to do, but explain their options and the
possible outcomes of different courses of action. Clients are
encouraged to make their own decisions and act on their own behalf.
We provide free, independent, confidential and impartial advice to
everyone on their rights and responsibilities. We value diversity,
promote equality and challenge discrimination.

"Volunteering at Citizens Advice provides an
interesting, stimulating and enjoyable
challenge"

What do we offer you ?
As a volunteer you’ll be giving us so much but we hope you’ll
agree that we can offer you something back. We offer you:
Full training through group sessions, observation & selfstudy
Ongoing support and training
Certain out of pocket expenses including travel within
Leeds so you won’t be out of pocket
A friendly environment which recognises and values the
skills and contribution of volunteers
Personal satisfaction and self-development
A stimulating role where you learn about different aspects
of life

Can you help us by volunteering?
Our clients and volunteers come from all walks of life.
We are committed to providing an independent advice
service, and volunteering opportunities, to the whole
community.

As a volunteer we ask that you:

Show a commitment to the aims and principles of
the Citizens Advice Service
Take part in the induction and training we offer
you
Arrive on time and let us know if you are unable to
attend
Respect the rights of clients and other workers and
have a non-judgemental attitude.

"One of the things I have enjoyed most about
working at Citizens Advice Leeds is the wide
variety of issues clients bring to us which has
allowed me to learn a lot about many topics and
also gain an insight to what happens in my local
area. It is very rewarding to volunteer at Citizens
Advice and help people in your community."

What volunteer roles are there?
There are a number of different volunteering opportunities
currently available at Citizen Advice Leeds.
We need people for different roles at different times.
Currently we are recruiting for Customer Service Volunteers.

Telephone/Digital Assessor
Purpose of the role: The telephone/digital assessor plays a
crucial role at Citizens Advice Leeds by making an initial
assessment of clients' needs on the phone or by email,
providing information and helping clients to understand their
options.
Commitment: For this role we are looking for volunteers who
can offer a commitment of at least 1 day or 2 half days for 1
year or more.
Training: Full training will be provided to support you to carry
out your role. This will be a mix of self-study, observations
and some group sessions.

Main duties and activities will include:
Identifying the nature of the client’s enquiry
Assessing the level of service required by the client
Offering and explaining information to clients
Identifying cases which require urgent action
Liaising with Bureau staff and making internal
appointments where appropriate
Referring or signposting clients to external agencies
Recording details and enquiries on our electronic case
recording system

Personal skills and qualities:
Friendliness and approachability
Excellent verbal communication skills including telephone
skills
Strong written communication skills
Ability to quickly sift through information and extract what
is relevant Basic mathematical skills, including percentages
Good IT skills including Word, email and internet
Ability to access relevant signposting information including
electronic and written materials
Sensitivity to the needs of others
Flexibility and willingness to work as part of a team
Understanding of the issues affecting society and their
implications for clients
Willingness to learn and develop skills
Respect for views, values and cultures that are different to
their own
An understanding of why confidentiality is important
Ability to recognise their own limits and boundaries in the
role.

Customer Service Volunteer
Purpose of role:
This is an administrative role which involves providing a friendly and
professional service to clients who come into the Advice Hub
seeking advice. You will be part of a team providing the first point of
contact for clients who use our service.
Commitment: For this role we are looking for volunteers who can
commit at least 4 hours per week for 6 months or longer. The
Advice Hub is open between 9:00 am - 1:00 pm.
Main duties and activities may include:
Welcoming clients and explaining the reception process to them
Checking if a client has a pre-booked appointment and take
them to the relevant department
Inviting the client to use our webchat facility and setting this up
for the client.
Checking appointment availability and booking client
appointments by phone or using online booking systems
Engaging with the clients
Recording client details
Record the notes of the client interaction accurately
Support clients with using self-help services including tablets /
setting up video appointments.
Other administrative tasks, including scanning, preparing
paperwork and leaflets

Personal skills and qualities:
Friendliness and approachability
Excellent verbal communication skills including telephone
skills
Good numeracy, literacy and IT skills
Flexibility and willingness to work as part of a team
Ability to work in a busy environment
Understanding of the issues affecting society and their
implications for clients
An understanding of why confidentiality is important
Respect for views, values & cultures that are different to their
own

Citizens Advice Leeds
Oxford House
Oxford Row
Leeds LS1 3BE
Email: volunteer@citizensadviceleeds.org.uk
Website: citizensadviceleeds.org.uk

