East Ayrshire Citizens Advice Bureau 
Job Description & Person Specification
Job Title: Family Forward Ayrshire Generalist Adviser
Responsible To: Operations Manager
Location: East Ayrshire Citizens Advice Bureau, with travel across Ayrshire
Hours: 35 hours per week
Contract: Fixed Term until 31 March 2027 (with extension subject to funding)
Salary: £28,155, moving to £30,126 after successful completion of probation

East Ayrshire Citizens Advice Bureau is seeking 2 experienced and values-driven Generalist Advisers to support the Family Forward Ayrshire project, an ambitious whole-family support programme funded through the Scottish Government's Whole Family Support Third Sector Delivery Fund.

Job Description
Purpose of the Role
To provide high-quality, impartial and confidential advice and information to members of the public across a range of subject areas, enabling clients to understand their rights, options and responsibilities, and to take appropriate action to resolve their problems.
The postholder will work in line with Citizens Advice principles, policies, and quality of advice standards.
Key Responsibilities
Advice & Casework
· Provide generalist advice to clients across a range of issues, including but not limited to:
· Benefits and social security
· Debt and money advice (at an initial/generalist level)
· Housing
· Employment
· Consumer issues
· Relationship and family issues

· Carry out effective client interviews (face-to-face, telephone, and digital) to identify issues, assess needs and agree appropriate actions.
· Research relevant legislation, policy and guidance to provide accurate, up-to-date advice.
· Support clients to take action on their own behalf where appropriate, including drafting letters, completing forms, and signposting to relevant services.
· Refer clients internally or externally where specialist advice or additional support is required.
· Maintain accurate, timely and confidential case records using Citizens Advice case management systems.

Client Support & Advocacy
· Empower clients by explaining their rights and options clearly and accessibly.
· Advocate on behalf of clients where appropriate, including contacting third parties such as employers, landlords, creditors, or public bodies.
· Identify safeguarding issues and follow bureau safeguarding policies and procedures.
· Work sensitively with vulnerable clients, including those experiencing financial hardship, health issues, addiction, or other complex circumstances.

Quality, Standards & Compliance
· Work in accordance with Citizens Advice aims, principles and equality policies.
· Comply with the bureau’s policies on confidentiality, data protection, safeguarding and health and safety.
· Contribute to maintaining advice quality standards, including audit and peer review and case checking processes.
· Keep knowledge and skills up to date through training, supervision and self-directed learning.



Team & Bureau Contribution
· Work collaboratively with colleagues, volunteers and managers to deliver an effective advice service.
· Support the induction and mentoring of trainee advisers or volunteers where appropriate.
· Contribute to service development, outreach activity and continuous improvement.
· Attend team meetings, supervision sessions and training as required.





















Person Specification
Essential
· Experience of providing advice, support or information to the public, or equivalent transferable experience.
· Ability to understand and explain complex information clearly and accurately.
· Strong interpersonal skills, with the ability to build trust and rapport with a wide range of clients.
· Ability to manage a varied caseload and work effectively under pressure.
· Good IT skills, including the ability to use case management systems and online resources.
· Commitment to the values of Citizens Advice, including impartiality, confidentiality and equality.
· Understanding of the issues affecting people on low incomes and those experiencing disadvantage.

Desirable
· Experience of working or volunteering within Citizens Advice or a similar advice agency.
· Knowledge of UK and Scottish social security, housing, employment or debt advice.
· Advice qualification (e.g. CAB Adviser Training Programme) or willingness to work towards one.
· Experience of working with vulnerable or complex client groups.
· Experience of outreach or community-based advice provision.

Equality & Diversity
East Ayrshire Citizens Advice is committed to equality, diversity and inclusion. We welcome applications from all sections of the community and will make reasonable adjustments to support candidates and staff.


