Job Description - Outreach Officer (North Ayrshire)
Employer: East Ayrshire Citizens Advice Bureau
Location: Various outreach locations across North Ayrshire 
Salary: £28,155
Hours: up to 35 hours per week, permanent
Reports to: Operations Manager 

Role Purpose
The Outreach Officer will deliver high-quality, accessible advice and support to individuals and communities across North Ayrshire, particularly those least likely to engage with traditional CAB services. The role will involve identifying priority communities, establishing and running regular outreach clinics, engaging directly with vulnerable groups, and providing advice and assistance focused primarily on income maximisation, benefit entitlement, and financial stability. The postholder will also support wider generalist advice needs and make referrals for complex casework when required.
A key requirement of this role is that the postholder must be able to travel independently, using their own vehicle, to multiple outreach locations as part of their duties.

Key Responsibilities
Outreach Development & Delivery
· Identify priority areas and groups who face barriers accessing CAB support.
· Establish and deliver regular outreach clinics in community venues, partner locations, and other suitable settings.
· Build strong relationships with local organisations, community groups, recovery services, housing providers, and support agencies to reach those most in need.
· Promote outreach services to increase awareness and engagement.



Advice & Support
· Provide high-quality advice in line with CAB standards, primarily focusing on:
· Benefit checks and income maximisation
· Supporting benefit applications
· Explaining rights and entitlements
· Generalist advice including housing, employment, consumer and other relevant areas
· Identify clients requiring complex casework and refer appropriately to internal CAB specialists.
· Support clients to access wider support services through signposting and referrals.
Client Support & Case Handling
· Conduct thorough interviews to understand client circumstances.
· Maintain accurate, confidential case records using CAB systems.
· Ensure advice meets Citizens Advice Scotland quality standards.
· Manage workload effectively, prioritising urgent needs where required.
Community Engagement
· Actively engage “hard to reach” individuals and communities.
· Help reduce stigma and barriers around seeking advice.
· Represent East Ayrshire CAB positively in community settings.
Operational & Compliance
· Comply with CAB policies including equality, confidentiality, GDPR, safeguarding and health & safety.
· Participate in training, supervision, and team meetings.
· Contribute to monitoring, evaluation and reporting requirements.
· Assist in promoting the service through outreach materials and communication activity.


Person Specification
Essential
· Full driving licence and access to a vehicle suitable for work travel.
· Understanding of the benefits system and income maximisation approaches (or ability to learn quickly).
· Ability to engage and build trust with people from diverse backgrounds, including vulnerable and marginalised groups.
· Excellent communication and interpersonal skills, including empathy and listening skills.
· Ability to organise workload independently, manage outreach appointments and work flexibly across locations.
· Good IT skills and ability to maintain accurate case records.
· Commitment to equality, diversity, social justice and anti-poverty work.
· Ability to work within confidentiality, safeguarding, and data protection requirements.
· Willingness to undertake training and continuous professional development.

Desirable
· Experience of providing advice, guidance or support in a community, voluntary, welfare rights, housing, or similar setting.
· Experience working within a Citizens Advice Bureau or similar advice service.
· Knowledge of North Ayrshire communities, local services and support networks.
· Experience carrying out benefit checks and supporting benefit claims.
· Experience of partnership working with statutory and third sector organisations.
· Experience supporting clients with multiple and complex needs.
· Ability to deliver outreach or community-based services.
· Understanding of debt issues and referral pathways (training can be provided).
· Competence in handling sensitive or challenging situations.



