East Ayrshire Citizens Advice Bureau
Job Description and Person Specification
Post: Session Supervisor / Case Checker x 2 Posts
Reports to: Operations Manager
Location: East Ayrshire CAB (mainly Kilmarnock Office with some remote working)
Hours: 35 hours per week
Salary:  £32,100
Contract: Permanent

About the Role
East Ayrshire Citizens Advice Bureau is entering an exciting period of rebuilding and development. As we expand our team and strengthen our volunteer base, we are introducing two new Session Supervisor / Case Checker roles to support the delivery of a high-quality advice service for our local community.
Each postholder will divide their time equally between two key functions:
· Session Supervision (50%) – overseeing the delivery of advice sessions, supporting staff and volunteers during advice, reception, and triage, and ensuring quality and consistency in service delivery.
· Case Checking (50%) – reviewing cases for accuracy, quality, and compliance with Citizens Advice standards, and providing constructive feedback to support staff and volunteer development.
The two postholders will work closely together, alternating weekly between the session supervision and case checking functions. They will jointly agree on processes, schedules, and quality assurance procedures, and contribute to building a culture of continuous learning, collaboration, and high-quality advice.
As the service grows, the postholders will take on supervision of all volunteer advice sessions and support newly recruited advice staff. In the interim, the postholders will be required to provide to support emergency and urgent advice appointments to ensure service coverage and maintain their own casework skills.





Key Responsibilities
A. Session Supervision (50%)
· Supervise and support volunteer and new staff advisers during advice sessions, ensuring advice delivery meets Citizens Advice Scotland (CAS) and Scottish National Standards.
· Be available for consultation and guidance on complex client enquiries, triage decisions, and advice strategies.
· Provide on-the-spot support and guidance to advisers, reception, and triage staff.
· Monitor the quality of case recording and data entry (CASTLE), ensuring records are accurate, legible, and complete.
· Support the smooth running of advice sessions, ensuring adequate cover and a welcoming environment for clients.
· Undertake advice work as required, including urgent or emergency cases.
· Contribute to the implementation and improvement of triage and client flow systems.
· Promote teamwork, clear communication, and shared learning among advisers and support staff.
· Ensure bureau policies, including confidentiality, equality, and health and safety, are consistently upheld.
· Work closely with the Volunteer Development Manager and Operations Manager to agree service delivery.









B. Case Checking (50%)
· Conduct systematic case checks for all new volunteers and new advice staff (excluding project staff) in line with Citizens Advice Scotland case checking guidance.
· Provide clear, sensitive, and constructive feedback on case quality, advice accuracy, and record keeping.
· Identify learning and development needs through case checking and work collaboratively with the Volunteer Development Manager and Operations Manager to address them.
· Ensure remedial or developmental actions are followed up and support advisers in improving advice quality.
· Work with the management team to monitor advice quality across the service and report emerging trends or issues.
· Support the assessment of adviser competence as part of the adviser training programme (ATP).
· Maintain accurate records of case checks, feedback, and follow-up actions.
· Keep up to date with Citizens Advice Scotland and East Ayrshire CAB policies, quality assurance guidance, and relevant legislation.
· Contribute to the bureau’s quality assurance processes and preparation for audits.











C. General Responsibilities
· Participate in team meetings, supervision, and training as required.
· Support a positive and inclusive working culture that reflects the aims and principles of the Citizens Advice service.
· Contribute to research and campaigns by identifying and recording evidence of client issues.
· Undertake continuing professional development to maintain and enhance advice and supervisory skills.
· Carry out any other reasonable duties consistent with the role to ensure effective service delivery.
· Supporting any other duties as may be required


















Person Specification
Essential Criteria
Experience and Knowledge
· At least two years’ experience providing advice within a Citizens Advice Bureau.
· Proven experience supporting or supervising others in advice delivery.
· Sound and current knowledge of welfare rights, debt, and generalist advice areas.
· Understanding of Citizens Advice quality standards, including Scottish National Standards and CAS membership requirements.
Skills and Abilities
· Ability to supervise, motivate, and support staff and volunteers to deliver high-quality advice.
· Strong case checking and analytical skills, with attention to detail and accuracy.
· Ability to give and receive feedback constructively and sensitively, both verbally and in writing.
· Excellent communication and interpersonal skills, with the ability to work effectively across teams.
· Strong organisational skills, with the ability to plan workloads, manage competing priorities, and meet deadlines.
· Ability to interpret complex information and make sound judgements.
· Competent in using IT systems, including CASTLE, Microsoft 365, and other case management or quality tools.
Values and Approach
· Commitment to the aims and principles of the Citizens Advice service.
· Commitment to equality, diversity, and inclusion in all aspects of service delivery.
· Collaborative working style, with flexibility and willingness to share learning and responsibilities with the other postholder.
· Commitment to personal development and continuous learning.


Desirable Criteria
· Experience of formal case checking or quality assessment in a Citizens Advice Bureau.
· Experience in training, coaching, or mentoring advisers.
· Understanding of learning and development processes for volunteer and staff advisers.
· Experience of supporting vulnerable clients or complex cases.
· Understanding of local advice needs and community engagement.

How the Role Will Work in Practice
The two Session Supervisor / Case Checker postholders will work closely together. Each will spend 50% of their time in the bureau (rota to be agreed between the postholders) supervising advice sessions and the other 50% of their time undertaking case checking. This rotation ensures that both maintain direct client contact, stay up to date with current advice issues, and develop a consistent approach to quality assurance.
As the bureau increases its volunteer and staff adviser numbers, the role will evolve into one primarily focused on supervision and quality improvement, with less emphasis on direct casework. The postholders will also play a key role in supporting adviser learning, improving consistency, and embedding high-quality service delivery across all advice channels.

