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Adviser 
The role: 

 

Working in an interview room in response to enquiries, to interview clients in a 

way that is both confidential and impartial: 

 Enabling the client to explain, explore and clarify the problem.  

 Researching and explaining information and considering options.  

 Supporting clients to plan and take action by including where appropriate: 

putting forward the client’s case by negotiation, either by telephone or 

drafting/writing a letter. 

 Making calculations of entitlement.  

 Concluding the interview in a positive manner by making appropriate 

referrals, and agreements.  

 Updating client information and interview details onto Citizens Advice 

case management database.  

 Completing appropriate paperwork. 

 

Volunteers will need to be available for a minimum of seven hours per week.  

This can be over one full day (preferable) or two half days. 

 

Person specification 

 

Have some understanding of the key issues facing the community and develop 

knowledge of the legal and practical solutions available and be able to: 

 establish rapport with clients quickly  

 explore fully and clarify the presenting problem, any other problems, the 

context and the client’s feelings  

 ask specific questions and probe surrounding information from the client  

 help the client to identify key issues, priorities, goals and information 

needs  

 proficiently use web-based systems and databases  

 think quickly, laterally and holistically  

 understand and explain complex information  

 manage interviews and keep them focused  

 summarise concisely  

 manage time effectively  
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 identify a potential social policy issue  

 achieve all the above without ignoring the client’s state and remain able to 

demonstrate empathy.  

 

Training - The training you will receive 

 

The role of an adviser can be a challenging one and, in order to support you and 

enable you to acquire the necessary knowledge and skills upon which to 

develop, there are two stages to training to be an adviser.  As all advisers will, 

from time to time, need to conduct assessment interviews, stage one is to 

complete the assessor training. 

 

Stage 1: Assessor training  

 

Course - Nine day training course 

 Seven days based in the training room- each day last approximately five 

hours 30 minutes 

 Two days – Supported sessions (see below) 

 10 hours self-study per week (approximately) is also required in 

preparation for the contents of the training course. 

Observation 

 

After day one of the course you will begin observing our existing assessors.  This 

is to gain a better understanding of the way we work, our clients and the variety 

of issues they bring, the interpersonal skills required and the IT systems we use. 

 

Supported sessions 

 

This is where you will begin to perform the role whilst being supported by an 

experienced assessor.  

 

Typically it takes two full day sessions in order to put all the elements of your 

learning together and demonstrate the competence and confidence necessary 

to perform the role satisfactorily. 
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Stage 2: Adviser training 

 

Stage two of the training will commence after you have gained a good 

understanding of the way we work, our clients and the variety of issues they 

bring, the interpersonal skills required and the IT systems we use.  Normally this 

takes around three months.  

 

Stage two of the adviser training is also comprised of three elements. These are: 

 

Course 

 Eight day training course - each day last approximately five hours 

 10 hours self-study per week (approximately) is also required in 

preparation for the contents of the training course. 

Observation 

 

After day one of the course you begin observing our existing advisers. This is to 

gain a better understanding of the way we work with our clients the level of 

advice, help and support we can offer, the interpersonal skills required for this 

level of work and additional aspects of the IT systems we use. 

 

Supported sessions 

 

This is where you begin to perform the role whilst being supported by an 

experienced adviser.  

 

Typically it takes three half day sessions in order for volunteers to put all the 

elements of your learning together and demonstrate the competence and 

confidence necessary to perform the role satisfactorily. 

 

Once in role, you will be expected to participate in ongoing training as and when 

required in order to maintain knowledge and competencies. 

 


