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Thank you for your interest in working at Citizens Advice Bath and NE Somerset. This pack will give you everything you need to know to apply for this role and what it means to work for us.

About Citizens Advice Bath and North East Somerset
Citizens Advice Bath and NE Somerset is an independent local charity providing information and advice to residents of the BANES council area. We aim to empower people to resolve their problems and change their lives for the better.

We provide free, independent and confidential advice; whoever you are, whatever the problem. We help people overcome their problems and campaign on big issues when their voices need to be heard. We value diversity, champion equality, and challenge discrimination and harassment.

We’re here for everyone in the Bath and NE Somerset area and we work in partnership with other local services to provide the best possible advice and information to meet the needs of local residents.

We offer information and generalist advice on any issue and specialist benefits and debt advice. We also offer specialist legal advice delivered by professionals acting on a pro bono basis.

We offer advice by phone and face-to-face appointments. Details of all our advice services are on our website – www.citizensadvicebanes.org.uk

We currently employ 30 paid staff, and work with many volunteers to help deliver our generalist advice services and a variety of support roles. As well as giving advice we aim to prevent the problems that impact people’s lives – we collect evidence of practices and policies that cause the issues we help with; our knowledge of clients’ problems and circumstances enable us to campaign for change to get a fairer deal for everyone.







Our values – how we will act
· We aim to be inventive, curious and collaborative, across and beyond the organisation.

· We respect and actively support individuality and diversity.

· We are passionate about our mission; we challenge situations that are unjust and unfair and act with focus and compassion.

About our generalist advice service
We are contracted by Bath & NE Somerset council to deliver a generalist advice service to residents of the area.  The service is accessible by phone five days a week and face-to-face at three outreach locations in Bath, Keynsham and Midsomer Norton. Follow up appointments are available by phone, at our offices or outreach locations.

The Role 

Purpose
You will play a vital role leading and managing a team and service, with overall responsibility for delivering high-quality outcomes and providing clear, effective leadership. You will oversee a multi-skilled team, ensuring they remain motivated, supported, compliant and efficient in their roles. A key focus of the role is to foster a collaborative and client focused environment, where services are seamless and centered around the needs of those we support.

Reports to: Chief Executive
Direct reports: four Supervisors, Community Connector

Key Responsibilities
· Lead, manage, and inspire a team, taking accountability for their performance, wellbeing, and service delivery
· Conduct regular project /service performance reviews to ensure the service delivery meets key performance indicators (KPIs)
· Ensure volunteers are recruited, trained and supported effectively
· Build and sustain effective relationships/partnerships with funders, commissioners and other stakeholders
· Ensure the delivery of agreed levels of service and sufficient staff cover by contributing to the forward planning of resources and tasks
· Ensure that up to date processes and resources are available to your service
· Monitor the quality of service delivery through observation, client feedback, and 1-1’s
· Hold monthly team meetings that focus on the quality of service delivery
· Ensure that appropriate systems are developed and maintained for case recording, statistics, follow up work and quality control
· Work with the Chief Executive and senior management team to ensure that the organisation delivers on its business & development plan
· Work with the senior management team to drive strategy and long term business objectives
· Prepare the quarterly contract compliance reports, Board reports etc., ensuring compliance with all service agreements
· Ensure service delivery is aligned with Citizens Advice national standards (QAA, AQS)

Person specification
Essential Criteria

· Five years’ experience in a senior management role
· Ability to lead and manage a team, taking decisions in the day to day running of the organisation
· Proven ability to communicate effectively and use IT systems, data collection and collation and interpretation
· Ability to analyse and interpret complex information and produce and present clear reports 
· Proven experience of developing, planning, monitoring, evaluating and reporting on the outputs and outcomes of services and projects
· Proven ability of monitoring and maintaining service delivery against agreed targets
· Proven track record of recruiting, developing and motivating staff and volunteers
· Proven ability to create a positive working environment in which equality, diversity and inclusion are well managed, dignity at work is upheld and people are empowered and motivated to do their best
· Proven ability to monitor and maintain casework systems and procedures Ability to manage service delivery against agreed targets, including quality and training
· Working towards Supervisor level training and nationally required senior management competency levels
· Knowledge and understanding of safeguarding and other legal compliance 

Desirable Criteria
· Ability to meet, or work towards the organisation's competence requirements for an Advice Session Supervisor
· Knowledge of Citizens Advice systems and standards (e.g. PQF, QAA) Understanding of advice issues and the root cause of these for our clients

Terms and conditions

Location: Hybrid working although required to be in the office for two days per week at our main office in Bath
Salary: £40,000 pa pro rata
Hours: 22.5 per week (to be reviewed after three months)
Contract: permanent
Start date: January 2027

What we offer our staff
· 6% employer pension contribution
· Flexible working arrangements
· 24-hour access to online wellbeing and mental health support.
· Training through our nationally recognised Citizens Advice Generalist Certificate in Advice.
· 5 weeks annual leave, plus bank holidays and additional days between Christmas and New Year.  Additional long service days are provided from the 5th year of service.


To apply 
 
Job pack and application form are at: www.citizensadvicebanes.org.uk/about-us/job-vacancies  

To apply please download and complete the application form and e-mail it to emily.davies@cab-banes.org, or post it to Emily Davies, CA BANES, 5 Palace Yard Mews, Bath, BA1 2NH.  

Please address each point of the person specification in your application. 

You must be entitled to work in the UK and appointments will be made subject to references. 








Citizens Advice Bath and North East Somerset is the operating name of Bath and District Citizens Advice Bureau, a registered charity and company limited by guarantee. Charity Registration Number: 1025392; Company Registration Number: 2845028 England; Registered office: 5 Palace Yard Mews, Bath, BA1 2NH; Financial Conduct Authority Number: 617504
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