
1 
 

 

 
 
 
 
  
 
 
 
 

Recruitment Pack 
 

Post Title: Chief Officer 
 
 
 
 
 
 

 
 
 
 
 
 
 
Date: November 2020 
 
 



2 
 

 
Contents: 
 
 
Introduction from Chair                                Page 3 
 
About Citizens Advice Nottingham and District           Page 4 
 
Information about the person      Page 5 
 
Job description        Page 7 
 
Person specification       Page 11 
 
Terms & conditions       Page 13 
 
How to apply        Page 14 
 
Selection process       Page 14 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



3 
 

Introduction from Richard Hodge, Chair 

Thank you for considering applying for the role of Chief Officer at Citizens Advice 
Nottingham and District. 
 
Helping clients is at the heart of what we do. We are looking for someone with a 
similar passion who is a strong communicator and is also interested in developing 
new funding opportunities and methods of service delivery. 
 
Citizens Advice Nottingham and District was set up in 1974.  Last year we helped 
12,799 people find a way forward. We did that by helping people resolve their 
individual problems and by using their stories to influence how local authorities, 
government and the private sector do things. 
 
Citizens Advice Nottingham and District helps people to resolve their legal, money 
and other problems by providing free, independent and confidential advice, and by 
influencing policy makers. Our aims are: 
 

• To provide the advice people need for the problems they face. 
 

• To improve the policies and practices that affect people’s lives. 
 
We provide vital services to local people across the city of Nottingham and the 
Boroughs of Gedling and Rushcliffe; a population of around 600,000.  The 
communities we serve are diverse, both socially and economically, with a wide range 
of ethnic groups.   
 

The diversity of the areas we cover is reflected in the Government’s Indices of 
Deprivation for 2019. The City of Nottingham was ranked 11th most deprived out of 
317 Districts. In contrast the Borough of Rushcliffe was ranked 314th and the 
Borough of Gedling was ranked 209th. We cover an area containing a major city with 
two Universities, inner city, suburban and rural districts and communities. Beneath 
the headline figures there are areas of deprivation across all our local authorities. 
Plus, most importantly, individuals and families who need our help and support. 

We are an independent registered Charity and rely entirely on generating our own 
income and funding streams to maintain the Charity and the services we offer. 

We are recruiting a new Chief Officer at a challenging time for all of us and our 
communities. The impact of the Covid-19 pandemic has already changed the way 
we are working and will continue to do so. Its impact on people’s social and 
economic wellbeing, particularly with regard to welfare benefits, employment, debt 
and housing will mean our services will be needed more than ever. 

Our new Chief Officer will have the challenge of ensuring we meet this demand and 
the opportunity to take us forward at this crucial time. 

We think this is an exciting opportunity and we hope to receive your application. 
 
Richard Hodge 
Chair of the Board of Trustees 
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About Citizens Advice Nottingham and District 
 
The Citizens Advice service provides free, independent, confidential and impartial 
advice to everyone on their rights and responsibilities. It values diversity, promotes 
equality opportunities and challenges discrimination. The Citizens Advice service 
aims to: 
 

• Provide the advice people need for the problems they face. 

• Improve the policies and practices that affect people's lives. 
 
Citizens Advice Nottingham and District is the operating name of Nottingham and 
District Citizens Advice Bureau, a company limited by guarantee and a registered 
charity.  We currently have a Trustee Board of seven people who bring professional 
skills and knowledge to the organisation and are responsible for setting the strategy 
and budget. 
 
Responsibility for the day to day running of the organisation sits with the Chief 
Officer who, alongside a small management team, oversees the day-to-day running 
of services.  
 
We have 43 paid members of staff and around 50 people volunteering in a range of 
roles. Some of our volunteers have taken a back seat during the Covid-19 pandemic.   
 
Our present services are comprised of: 
 

• General advice services – face to face advice (on hold during pandemic) and 
telephone advice as part of the national CA Adviceline service. 

• Casework services in debt and housing – face to face advice (on hold during 
pandemic), telephone and email advice and support. 

• Help to Claim – face to face advice (on hold during pandemic), telephone and 
webchat advice and support to people claiming Universal Credit. 

 
One impact of the Covid-19 pandemic has been ceasing face to face advice and 
increasing access by telephone. 
 
Our 2019/20 income was £1.9m with expenditure of £1.85m. Our main funders are: 
 

• Nottingham City Council 

• Nottinghamshire County Council 

• Gedling Borough Council 

• Rushcliffe Borough Council 

• Money and Pension Service (MaPS) 

• Department for Work and Pensions (DWP) for Help to Claim 
 
Further support comes from local businesses, voluntary donations and some 
fundraising initiatives. 
 
Working in partnerships is crucial to our success. We lead on two advice contracts 
with Nottingham City Council and fulfil these contracts in partnership with five local 
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advice organisations, with whom we have sub-contracting arrangements.  Crucially 
these contracts are due to be retendered in 2021. 
 
We are also active in the Citizens Advice consortium in Nottinghamshire and with 
local Citizens Advice across the country and with national Citizens Advice.   
 
Our website www.citizensadvicenottingham.org.uk has further information about us 
and our services. 

 
 

About the Chief Officer 
 
We need a Chief Officer with vision and energy who can ensure that Citizens Advice 
Nottingham and District is well placed strategically for future challenges. The role 
therefore requires both strategic development and operational delivery of services. 
 
You will be comfortable to lead change within the organisation. With a team of paid 
staff and volunteers it is vital that you are an excellent communicator, enjoy working 
with teams and developing individuals. 
 
Finally, and most importantly, you must be passionate about the work of the Citizens 
Advice service and the achievement of its Aims.  You will be committed to always 
acting with integrity, both internally and as an ambassador for the organisation. 

http://www.citizensadvicenottingham.org.uk/
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Job Description 
 
Job Title:   Chief Officer 
 
Reporting to: Chair of the Board of Trustees 
 
Salary:  Up to £43,000 + 5% pension contribution 
 
Hours: 37 hours per week  
 
Context: Citizens Advice Nottingham and District is committed to the 

provision of high quality advice across the City of Nottingham 
and the Boroughs of Gedling and Rushcliffe. 
 
The Chief Officer has the overall responsibility for all aspects of 
the management and leadership of the organisation and the 
delivery of a responsive advice service in a changing 
environment. 
 
The Post requires leadership in delivering on the strategic plan 
as agreed by the Board of Trustees and has a strong external 
focus. Successful contract delivery and partnership working are 
crucial to our ongoing success. 

 
Purpose of the post 
 
To lead on the development and sustainability of Citizens Advice Nottingham and 
District ensuring that it is best placed to take advantage of local, countywide, 
regional and national opportunities which will improve the quality and effectiveness 
of advice services to people in the area, as well as help ensure the development and 
sustainability of local services in Nottingham, Gedling and Rushcliffe. 
 
To strategically manage all aspects of the Citizens Advice Nottingham and District 
service, and to ensure delivery of a comprehensive advice and support service to all 
persons in the area.  
 
To be responsible for the management of all members of staff and volunteers. 
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To work collaboratively with partners and other organisations, creating new 
partnerships where appropriate. 
 
To ensure that Citizens Advice Nottingham and District operates within, and 
promotes, the aims, policies and principles of the Citizens Advice service, 
maintaining the well-being of the organisation and protecting its integrity and 
reputation.  
 
To ensure that Citizens Advice Nottingham and District complies with Charity Law, 
and the requirements of the Charity Commission as regulators, and the requirements 
of Citizens Advice. 
 
1  Planning and development 
 

• Develop, implement and monitor in conjunction with the Board of Trustees 
(BT) and national Citizens Advice (CA) guidelines, the Business and 
Development Plan. 

• Provide strategic direction for all advice related functions and translate 
organisational objectives into team and individual work plans with clear and 
realistic targets. 

• Ensure the management of risk and business continuity are integrated into all 
business plans. 

• Maintain an awareness of the operating environment such as those legislative 
developments, social trends and local needs likely to affect demand for advice 
and opportunities for service development. 

• Participate in National CA initiatives as appropriate and contribute to the work 
of national and regional committees and working parties. 

• Manage the development of the service to ensure that the strategic 
development of CA Nottingham and District, its management and its services 
to clients reflects and supports the National CA Equality and Diversity 
strategy. 

 
2  Supporting the Board of Trustees (BT) 

 

• Arrange and attend meetings of the Citizens Advice Nottingham and District 
Board of Trustees, including the Annual General Meeting, and any other 
significant meeting, ensuring effective management support to the BT. 

• Assist the BT to make strategic decisions about the service through the 
development of a rolling 3 year business plan and report back on progress 
against agreed objectives. 

• Provide management support to all subcommittees and task groups and 
ensure the BT have all the information and data they require in an agreed 
format to enable them to strategically monitor activities. 

• Prepare and draft the organisation's annual report. 

 
3  Funding, Promotion and External Liaison 

 

• Develop and maintain appropriate relations with funders, fulfilling all reporting 
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requirements and ensuring compliance with contracts and grant agreements. 

• Maintain and increase organisational income by identifying potential funding  
opportunities consistent with the aims of the organisation and the operating 
environment, and applying for funding as agreed by the BT. 

• Identify new business leads and develop existing ones, ensuring new service 
delivery projects are effectively designed, resourced, implemented and 
monitored.  

• Work with local advice partners to identify new funding streams and develop 
new opportunities. 

• Ensure effective promotion of all Citizens Advice Nottingham and District 
services including new projects, services and initiatives. 

 
4  Service delivery 

 

• Research and respond to advice needs, in particular the needs of identified 
disadvantaged groups and the different geographical and demographical 
areas.  

• Maintain an awareness of organisational and technological developments and 
lead the management team to ensure that Citizens Advice Nottingham and 
District operates in ways which make best possible use of the resources 
available. 

• Ensure, delegating as appropriate, that each service function and location is 
adequately managed, staffed and resourced. 

• Oversee, delegating where appropriate, the development and maintenance of   
common practices to ensure that standards of service delivery are met, and 
appropriate systems are in place for staff supervision, case recording, 
statistics, follow-up work and quality control. 

• Ensure that standards of service meet the requirements of the Business and 
Development Plan. 
 

5  Financial management 
 

• Maintain day-to-day financial control of the service within budget heads 
agreed by the BT. 

• Maintain appropriate arrangements with partners, including sub-contractors 
involved in service delivery, to ensure compliance with agreements and 
contracts. 

• Support the preparation of and review detailed budgets for approval by the BT 
in conjunction with the Honorary Treasurer and / or appropriate sub-
committee and auditors. 

• Make regular reports to the BT on income, expenditure and any variations 
from budgets. 

• Support the correct preparation of accounts and financial statements in 
conjunction with the Honorary Treasurer and / or appropriate sub-committee 
and auditors. 

• Ensure the timely preparation of Annual Returns and accounts as required by 
law to Companies House and the Charity Commission as the regulator. 
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6  Staff management 
 

• Foster a culture which is responsive, innovative, inclusive and creates a 
positive working environment in which equality and diversity are well-
managed, dignity at work is upheld and staff can do their best.  

• Ensure that staff are effectively line managed through effective performance 
management and that staff are helped to develop through regular supervision, 
training, and the appraisal process. 

• Delegate tasks and activities as appropriate and ensure the effective 
operation of the management team to meet business priorities. 

• Identify and implement plans for own training and development needs as well 
as ensuring that each member of staff has a learning and development plan.  

• Through effective communication with all staff and volunteers, ensure staff 
have the opportunity to contribute to key decision areas such as finances, 
staffing structure, and the strategic direction of organisation. 

• Assist the BT in implementing and monitoring employment policies and 
procedures.  

 
7  Public relations and research and campaigning 

 

• Promote and protect the aims, principles, policies, interests and reputation of 
the CA service both locally and nationally and ensure that the organisation 
has a high profile at all times. 

• Ensure the development of research and campaigns and instigate systems 
and procedures in line with the requirements of the CA membership scheme. 

• Develop effective relations with appropriate authorities, agencies, 
organisations and individuals at local and national levels, including 
Councillors, MPs, MEPs and local and national statutory and non-statutory 
organisations. 

• Liaise with CA and contribute to its work at regional and national levels where 
appropriate. 
 

8 Other duties and responsibilities  
 

• Act as Health and Safety Officer to ensure that Health and Safety policies and 
procedures for staff, volunteers, premises and equipment are agreed and 
maintained, and comply with statutory requirements of all relevant agencies 
e.g. Fire Service. 

• Remain up to date with developments in the information and advice field, and 
work with the BT with regard to change and development. 

• Undertake such other duties and tasks as reasonably required by the BT to 
ensure the effective delivery and development of Citizens Advice Nottingham 
and District service to our communities. 
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Person Specification 
 

 Criteria Essential Desirable 

1 The ability to commit to and work within the aims, 
principles and policies of the CA service 

✓  

2 A good up to date understanding of equality and 
diversity and its application to service delivery, 
business development and the recruitment and 
management of staff and volunteers 

✓  

3 Proven ability to devise and implement strategic 
development and resource plans, particularly in 
the areas of service development, staff 
development and the management of change 

✓  

4 Demonstrable record of financial management 
and budgetary control, and ability to manage a 
budget under the guidance of the honorary 
treasurer 

✓  

5 Record of successful income generation, through 
fundraising, commissioning and marketing 
activities 

✓  

6 Proven ability to influence and manage change 
internally and externally while earning and 
maintaining the trust of stakeholders, especially 
funding bodies and donors 

✓  

7 Proven ability to develop quality standards and 
monitor service delivery against agreed targets 

✓  

8 Ability to lead and contribute to an established 
team, including the ability to prioritise, identify and 
develop ideas and opportunities, delegate 
effectively, handle pressure and take day-to-day 
decisions on the running of an organisation 

✓  

9 Demonstrable ability in people management, 
including the ability to recruit, develop, manage 
and motivate staff and volunteers, particularly in 
the voluntary sector 

✓  

10 Ability to create a positive working environment in 
which dignity at work is upheld and staff are 
empowered and motivated to do their best 

✓  

11 Proven ability to communicate effectively in 
person and in writing with individuals and with a 
wide variety of organisations, and to research and 
interpret complex information and produce clear 
verbal and/or written reports 

✓  

12 Commitment to Continuous Professional 
Development 

✓  
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13 Understanding of the voluntary sector and, in 
particular, knowledge of the strategic and policy 
environment in which the advice sector operates 

✓  

14 Broad understanding of the operation of local and 
national government and the administration of 
public and legal services, including an 
understanding of commissioning 

✓  

15 Ability to manage service provision from a 
number of locations and / or different functions 

 ✓ 

16 Experience of managing ICT in a business 
environment, including the ability to use ICT 
packages, undertake ICT business planning, 
develop and maintain management information 
systems and procedures and manage supplier 
relationships 

 ✓ 

17 Proven successful record in project management  ✓ 

18 Ability to successfully manage and implement 
health and safety policies and procedures in the 
workplace 

 ✓ 

 

 

 

  



13 
 

Terms & Conditions 
 
Contract 
This is a permanent appointment. 
 
Salary 
The salary for this post is up to £43,000 + 5% pension contribution, dependent on 
skills and experience required for the post. Salary is paid monthly by bank transfer. 
 
Location 
The role will be based in Nottingham. Some travel for training, meetings and service 
delivery will be needed. 
 
Hours of Work 
Unless otherwise stated, the post holder will be required to work 37 hours per week 
excluding lunch breaks. Some unsocial work hours will be needed to attend evening 
or weekend events. 
 
Probation 
There is a probationary period of 3 months for all new entrants. Subject to 
satisfactory performance the post holder will have their contract status confirmed at 
the end of their probationary period. 
 
Annual Leave 
On appointment the post holder will be entitled to 31 days annual leave including 8 
Bank Holidays. 
 
Pension 
On appointment the post holder will be automatically enrolled into a defined 
contribution, workplace pension scheme, with a contribution from Citizens Advice 
Nottingham and District.  
 
Security Clearance 
Any offer of employment will be subject to satisfactory completion of a Standard DBS 
check. 
 

Nationality and Immigration Control 
Any offer of employment will be subject to satisfactory demonstration of the right to 
work in the UK. 
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How to Apply 
 

Instructions 
 
Applications should be made on the application form accompanying this information 
pack. 
 
The closing date for receipt of your application is 9am on Monday 30 November 
2020 
 
Further Information and queries 
 
If you would like an informal discussion about the post, please contact the current 
Chief Officer, Trish Eaton, on 07824 440451.  If you have specific questions that 
cannot be answered by her an appointment will be arranged with the Chair of the 
Board of Trustees.   
 
Selection Process 
 
After the closing date we will consider all applications carefully and invite to interview 
those candidates who appear, from the information provided, to be the best able to 
fulfil the person specification. 
 
It is important therefore that your application gives a full but concise description of 
the nature, extent and level of the responsibilities you have held. 
 
If selected for interview, details of the interview process will be sent to you. 
 
The Person Specification will be assessed by reference to the completed application 
form and through interview. 
 
Candidates invited for interview will be asked to make a 10-minute presentation to 
the interview panel which will also form part of the assessment. 
 
Interviews are scheduled for 17 and 18 December 2020 
 
 
 
 
 
 
 
 
 
 
 


