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Advice Services Manager 

Job pack 
 

Thank you for your interest in working at Citizens Advice West Suffolk. This job pack 

should give you everything you need to know to apply for this role and what it means to work 

at Citizens Advice.   

 

Citizens Advice West Suffolk 
 

We aim to make available to all residents of our area free, independent, confidential and 

impartial advice on their rights and responsibilities. We value diversity, promote equality and 

challenge discrimination. 

 

We are the result of two mergers, the first in 2011 and the second in 2019. Over the last ten 

years we have developed our strategy, extended our reach through projects like financial 

capability and our casework project for people affected by MS, joined the Suffolk Adviceline 

and developed our strategic approach to the service we offer our clients.  Our welfare benefits 

and money advice casework are strengths of the organisation, and we support our advisers to 

develop their subject interests to the extent that we have a large number of volunteer 

caseworkers. 

 

Our involvement in the local community and the provision of easy access to face to face 

advice for local people as well as phone and email advice are important to us. We have 

offices in Brandon, Bury St Edmunds, Haverhill, Mildenhall and Newmarket, and are 

developing our outreach work. 

 

We are part of Citizens Advice although we are an entirely independent company limited by 

guarantee and a charity in our own right.  Our Citizens Advice membership agreement 

provides our information system, quarterly audits in finance and quality of advice and annual 

organisational audits, HR and insurance support as well as management support.   
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  The role 

 

We are looking for a full time experienced Advice Services Manager or Advice Session 

Supervisor to take on this exciting but challenging role. During the pandemic we have 

adapted our service delivery model to be predominately home working with very limited face 

to face advice. This role will be key to how the organisation drives the strategy forward in the 

next phase of our development, as we look to increasing the ways in which to access our 

service.  

 

Applications will only be accepted via email to the Chief Officer, Carol Eagles: 

carol.eagles@swcab.org.uk  

 

No CVs will be accepted 

 

Closing date: 5 pm Thursday 15th April 2021 

Interviews: Week commencing 3rd May 2021 

Start date: Approximately Monday 7th June 2021 

 

  Terms and conditions 

  
Hours: 37 a week 

Salary: Between £28,561 and £30,861 per annum 

Employment Status: Permanent, after completion of a minimum six month probation 

period. 

Base: At the Bury St Edmunds office but with travel expected to the other four offices. 

Pension: 3% employer and 5% employee contribution into a workplace pension scheme with 

NEST. 

Contractual Sick Pay: 4 weeks full pay and 4 weeks half pay on a rolling 12 month basis, 

after completion of the probation period 

Annual Leave: 5.6 weeks to include bank holidays 

 

  

mailto:carol.eagles@swcab.org.uk
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  Role profile 

 

Planning and Development 

 Coordinate activities, procedures and systems to promote common policies and/or 

practices within the service delivery area. 

 Support the strategic development of the organisation to ensure its management and 

services to clients reflect and support the Citizens Advice service’s equality and diversity 

strategy. 

Service Delivery 

 Maintain and develop standards of service delivery and ensure the quality of advice 

delivered to clients.  

 Manage data breaches and complaints in conjunction with the Chief Officer 

 Provide technical support, act as a consultant and supervise the work of designated staff 

to ensure that standards meet Citizens Advice guidelines. Advise Chief Officer on all 

staffing and service delivery issues. 

 Undertake advice work as and when required. 

Financial Management 

 Contribute to decisions on allocation of resources. 

Staff and Volunteer Management 

 Ensure the effective performance management and development of staff and volunteers 

through regular supervision sessions, appraisals and learning and development. 

 Create a positive working environment in which equality and diversity are well-

managed, dignity at work is upheld and staff and volunteers can do their best. 

 Plan and allocate work, monitor achievement of deadlines and support people as 

appropriate. 

 Ensure that the service area is adequately staffed and resourced, encourage good 

teamwork and lines of communication between all members of staff and volunteers. 

 Ensure recruitment and induction of new staff and volunteers as appropriate. 

 

Learning & Development 

 Research, identify and respond to advice needs, in particular the needs of identified 

disadvantaged groups and different geographical and demographical areas. 

Administration 

 Represent the organisation as appropriate at Citizens Advice and other statutory, 

voluntary and commercial organisations, professional bodies and institutions. 

 Oversee and monitor effective and efficient administrative systems. 

 Ensure the service delivery team comply with data protection and other Government 

legislation as appropriate. 



Advice Services Manager  March 2021 4 

 Attend meetings of the organisation’s trustee board as required. 

 

 

Want to chat about this role? 

If you want to chat about the role further, you can contact Carol Eagles, Chief Officer by 

emailing carol.eagles@swcab.org.uk   

mailto:carol.eagles@swcab.org.uk
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  Person specification 

Essential Criteria  

1. The ability to commit to and work within the aims, principles and policies of Citizens 

Advice service. 

2. Proven ability to communicate effectively verbally and in writing and use IT systems 

for the provision of advice services. 

3. Understanding of the voluntary sector and, in particular, knowledge of strategic and 

policy environment in which the advice sector operates.  

4. Proven ability to manage people including the ability to recruit, develop and motivate 

staff and volunteers. 

5. Proven ability to create a positive working environment in which equality and 

diversity are well managed, dignity at work is upheld and staff are empowered and 

motivated to do their best. 

6. Proven ability to monitor and maintain quality standards and procedures, service 

delivery against agreed targets and analyse and interpret complex information 

produce and present reports verbally and in writing. 

7. Ability to lead and contribute to a team, including the ability to prioritise work, 

identify and develop ideas and opportunities, delegate effectively, handle pressure, 

and take day-to-day decisions on the running of the organisation. 

8. Ability to meet the organisation’ s competence requirements for an advice session 

supervisor and generalist, plan and manage projects, budgets and contribute to 

decisions on the allocation of resources. 

Desirable Criteria 
 

9. Proven ability to devise and implement strategic development and resource plans, 

particularly in the area of service development, staff development and the 

management of change. 

10. Knowledge of the Citizens Advice Quality of Advice Assessments. 

11. Experience of handling complaints, safeguarding issues and data breaches. 

Understanding of how to manage each situation effectively and sensitively. 

12. Experience of managing a team across multiple locations 

In accordance with Citizens Advice national policy we may require the successful 

candidate to be screened by the DBS. However, a criminal record will not necessarily be a 

bar to your being able to take up the job. 

 


