
 

 

 

 
 

 

Trainee adviser and project worker 

 

Job pack 
 

Thanks for your interest in working within the Citizens Advice service. This job pack 

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

to work within the Citizens Advice service.   

 

In this pack you’ll find: 

● Our values 

● 3  things you should know about us 

● Overview of the Citizens Advice service 

● Overview of the project  

● The role profile and person specification 

● Our approach to equality and diversity 

● Terms and conditions of employment 

 

Please contact Becky Jeffrey at chief.officer@guildfordcab.org.uk, if you have any 

questions about the role. You will need to be between 16 and 24 years old, on 

Universal Credit and referred through your work coach. You will need to 

complete an application form and send it to recruitment@guildfordcab.org.uk.  

The deadline for applications is Monday 8th November 2021.  
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1 

 

 Our values 

We’re inventive. We’re not afraid of trying new things and learn by getting 

things wrong. We question every idea to make it better and we change when 

things aren’t working. 

We’re generous. We work together, sharing knowledge and experience to 

solve problems. We tell it like it is and respect everyone. 

We’re responsible. We do what we say we’ll do and keep our promises. We 

remember that we work for a charity and use our resources effectively. 

 

 3 things you should know 

about us 
 

1. We’re local and we’re national. We have 6 national offices and offer direct 

support to people in 279 independent local Citizens Advice services across 

England and Wales. 

 

2. We’re here for everyone. Our advice helps people solve problems and our 

advocacy helps fix problems in society. Whatever the problem, we won’t turn 

people away. 

  

3. We’re listened to - and we make a difference. Our trusted brand and the 

quality of our research mean we make a real impact on behalf of the people 

who rely on us. 
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  Overview of the Citizens Advice 

service 

 

 

The Citizens Advice service is made 

up of Citizens Advice - the national 

charity - and a network of around 300 

local Citizens Advice members. 

This role sits within our network of 

independent charities, delivering 

services from  

●   over 600 local Citizens Advice 

outlets 

●   over 1,800 community centres, 

GPs’ surgeries and prisons 

They do this with:   

●   6,500 local staff 

●   over 23,000 trained volunteers 

 

Our reach means 99% of people in 

England and Wales can access a local 

Citizens Advice within a 30 minute 

drive of where they live. 
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How Citizens Advice Guildford 

works  

Citizens Advice Guildford was founded in 1939 and is an independent local charity and 

limited company, located in central Guildford at 15-21 Haydon Place.  

We provide free, confidential, impartial and independent advice and information for 

the benefit of the local community, to exercise a responsible influence on the 

development of social policies and to ensure individuals do not suffer through lack of 

knowledge or an inability to express their needs effectively.  

We provide a generalist advice Monday to Friday. Our core funding is primarily 

provided by Guildford Borough Council and additional support from donations. Due to 

the COVID-19 pandemic we are currently offering a primarily email and phone service. 

Though we offer a small number of face-to-face appointments for those who can’t 

access us through phone or email.  

In additional to our core advice service, we run four specialist projects.  

• The Macmillan project is funded by Macmillan Support and provides welfare 

benefit advice to people in Guildford, Waverley and Surrey Heath who are affected 

by cancer and is a largely telephone-based service. We also have an outreach 

service operating from and funded by the Fountain Centre.  

• The Mental Health project provides a general advice service (predominantly 

welfare benefits and debt) to people with mental health issues. The project has two 

elements; a community-based service operated from our office for people who live 

in Guildford and, an outreach service operated from Farnham Road Hospital and 

Berkley House in Godalming (though advice is currently provided over the phone 

due to Covid). The service is funded by the Surrey Heartlands Clinical 

Commissioning Group, and the Community Foundation for Surrey.  
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• Help to Claim provides advice and support to people making their Universal Credit 

claim. We are primarily delivering this on the phones.  

• The debt advice project is funded by the Money and Pensions Service (MaPS) and 

delivers debt advice to 300,000 people per year, including to some of the most 

financially excluded groups in society. Along with 119 other advice agencies, this 

service is delivered by Citizens Advice Guildford.  

Governed by a board of 6 trustees, we have a highly skilled workforce to support the 

organisation. This includes 17 paid staff and 50 volunteers. Our generalist advice 

service is mainly provided by volunteers who carry out reception, advice and research 

and campaign roles and are managed and supported by paid staff.  

Guildford is often considered to be an affluent area with high levels of employment and 

rates of home ownership, however there are significant pockets of deprivation across 

the borough and our priority is to support the most vulnerable in our community. 

Benefits continue to be the biggest issue clients seek support with, however we have 

recently seen more clients needing support with housing, employment and debt issues.  

 

 

  The role 

25 hours per week £9.50 per hour 

6 months fixed term  

Based in Guildford Due to the ongoing pandemic some flexibility around location of 

work may be required, such as some home working, but it is expected that you will be 

within a commutable distance of the advertised role location.  

This is an exciting opportunity to get experience and training as both an adviser, as well 

as taking part in improvement projects.  

 

Advice giving: 

This role offers the opportunity to become a trained advice giver (either at assessor or 

full advice level). Once trained, you’ll 

• talk to clients over the phone, face to face, or online to explore what problems 

they’ve come for help with, 

• find information about the clients’ problems and help them to understand their 

options, 
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• support clients to take action to resolve their problems. This might include 

drafting or writing letters, making phone calls, or referring the client to another 

organisation, 

• write a summary of the clients’ problems and what action you’ve taken, 

• look out for problems’ that are common, or are unfair, and write a short report 

about the problem or a letter to an elected official like an MP, AM or local 

councillor. 

 

Some examples of what you could do:  

• help client with debts work out a reasonable amount to pay back, and make a 

phone call to an organisation they owe money to, 

• explore what benefits a client is entitled to and help them to complete a benefit 

application form, 

• help a client who has problems with their landlord to understand their housing 

rights. 

 

Improvement projects:  

These roles will have the opportunity to support and take part in a number of projects 

across our local office including: 

• Research and Campaigns projects – helping to deliver this key aim of the 

organisation by researching key topics, identifying injustice, and supporting us to 

influence for improvements, 

• Service development projects – we’re always looking to improve how we deliver 

advice for our community, from how we improve answering calls, to how we can 

try new channels like video or support people in their community through 

outreach. In these projects you’ll work with our team to plan and monitor 

progress – as well as supporting their delivery.  

 

The Citizens Advice service values diversity, promotes equality and challenges 

discrimination. We encourage and welcome applications from people of all 

backgrounds. We particularly welcome applications from disabled and Black, 

Asian and Minority Ethnic people, as they are currently under represented in our 

workforce 

  Person specification 
Essential 

● Strong IT skills – including use of Microsoft Word, Excel, and PowerPoint. 

 

● Good communication skills – including ability to research, analyse and interpret 
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complex information, produce, and present clear reports verbally and in writing.  

 

● Developed personal skills – including being friendly, approachable, a careful 

listener and non-judgemental.  

 

● Ability to be organised – including prioritising work and meeting deadlines. 

 

● Self-motivation and dedication to training and improvement. 


