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Introduction
Here at Citizens Advice Swansea Neath Port Talbot we really value the time and commitment given by our volunteers and we do our best to offer the support and guidance you need from us in return. We couldn’t offer the service we do without volunteers. Not just because of the extra hours and ‘hands on deck’ you provide, but because volunteers allow us to better reflect the community we serve, by having paid staff and volunteers from a diverse range of backgrounds, and because volunteers bring new ideas and energy to our organisation and service.

We have a wide range of potential roles for volunteers here at Citizens Advice Swansea Neath Port Talbot. Role descriptions are set out below for the most frequently occurring opportunities. You may want to focus on one specific role or combine two or three roles, depending on your availability, for example generalist adviser and researcher. However if you feel you have skills to offer which are not set out in any of these specific opportunities please email us at info@citizensadvicesnpt.org.uk telling us how you feel you can help and we will be happy to contact you to discuss how we can take this forwards. And of course there are always opportunities to change or expand your role at a later date, either because your availability changes or you develop an interest in a different type of volunteering.

All volunteers are provided with initial induction training and diversity training. Following this, training tailored to each role, and to each individual, is provided prior to starting your role. This will include observation sessions and self-study for some roles. In addition there is regular ongoing training available to all paid and volunteer staff. All volunteers are also assigned a supervisor who will provide support and guidance in their role.

For each role an indication of the number of hours per week and the minimum duration of any volunteering are set down, for example 6 hours per week, 1 year minimum (for students this is term time only). The reason for having a required number of hours per week is in order for us to be able to plan and effectively deliver a service to the general public, five days a week, 52 weeks per year. Volunteers are, of course, allowed to take time off for holidays, family commitments, exams etc. We just ask you to give us advance notice whenever possible. The reason for the minimum duration is to ensure we can cover the costs of training and support provided to trainee volunteers. Although most training is provided in house, there are still costs involved as it takes staff away from other duties. We realise that some people may not be able to make these commitments. If this is the case and you feel you might be able to help us in other ways, such as fundraising, please let us know.


	Role Title
	Generalist Adviser 

	Role Details
	Purpose
· To provide an effective and efficient generalist advice service to members of the public. 
· To help influence government and other organisations by informing them of the effect of their actions on the lives of clients.
Volunteer advisers receive full training in the skills needed to help people deal with their problems and learn how to find the information the client needs from our extensive information resources. Volunteers are supported and supervised as they begin to give advice and will get feedback and development opportunities throughout their time with Citizens Advice. 

The role will involve:
· Providing a service that complies with Citizens Advice principles
· Actively supporting equal opportunities and anti-discrimination policies
· Providing a service which meets the need to maintain quality
· Interviewing clients in a confidential and impartial manner, letting the client explain their enquiry and helping the client to set priorities.
· Providing advice and guidance Face to Face or over the Telephone
· Finding, interpreting and communicating the relevant information and exploring options and implications in order that the client can come to a decision.
· Assisting clients in taking action by giving support to plan and acting on their behalf if needed either in writing or by telephone
· Making calculations of clients’ entitlements
· Identifying enquiries which have research and campaigns implications
· Keeping up to date on important issues by attending the appropriate training and by essential reading.


	Skills and Qualities Required
	· A commitment to the aims and principles of the CAB service.
· A commitment to demand led advice service.
· Digital  ability skills
· Excellent written skills 
· Good summarising skills
· An ability to understand complex information
· Be polite and good at listening
· To be familiar with using keyboard skills and searching the internet
· To be able to input data accurately 
· A good level of literacy and numeracy 
· To be open minded and not judge clients
· To enjoy helping people.
· Respect for views, values and cultures that are different to their own.
· An understanding of why confidentiality is important.
· A positive attitude to self-development and assessment.
· Ability to work as part of a team.
· Ability to recognise their own limits and boundaries in the role.
· Be able to provide a reliable commitment to ensure the service is maintained and meets client demand.


	How you will benefit
	· Opportunity to gain valuable experience and  skills
· Valuable experience to add to your CV
· Opportunity to explore the full extent of the Citizens Advice service and who is involved in delivering the services
· Networking


	About CASNPT
	Citizens Advice Swansea Neath Port Talbot offers a free service that is confidential, impartial and independent of government or the local authority.  We provide advice services for the general public on a range of matters including debt, money management, welfare benefits, employment, consumer, housing, family, immigration and general legal matters.  We value equality and diversity and have been based in Swansea for nearly 80 years.  We have 31 paid employees and around 40 volunteers.


	How the organisation will benefit
	· Helping clients who may not be able to help themselves
· Helping clients in a different format
· Making advice more accessible for people from all walks of life 
· Helping more clients
· Increasing our organisation reputation 
· Modernisation of our advice service


	
	Practical Information

	Role Location:
	Neath Port Talbot and Swansea
All office based work will be held in Swansea 

	Time
Commitment:
	8 hours per week

	Duration:
	Term Time/1 Year

	Start Date:
	Flexible

	Other Information:
	Travel Expenses Reimbursed 







	Role Title
	Adviceline (Telephone) Assessor 

	Role Details
	The purpose of Adviceline is to provide a telephone service to clients across England and Wales via a single 0344 number. The  aim is to connect clients to the local office that is closest to them as quickly as possible. Clients who call Adviceline hear a brief explanation of the service and its cost, and they are then put through to an Assessor. 
The assessor carries out a brief assessment with the client to see whether they can help them there and then and if not they will refer on or signpost to another organisation or book the client a telephone appointment for further advice from a generalist adviser in their local Citizens Advice Office. 
The role would involve: 
· Being the first point of access for Citizen Advice clients when they ring the Adviceline number 
· Dealing with a wide range of clients problems and issues
· Supporting members of the public of all ages and backgrounds
· Giving information from the Citizens Advice website and other sources to the client
· Refering clients for more specialist advice where appropriate
· Keeping records of all clients’ cases on the Citizens Advice recording system
· Helping prevent future problems by identifying issues that affect a lot of clients

	Skills and Qualities Required
	· A high degree of confidence in dealing with members of the general public
· Assertiveness skills
· Excellent telephone communication skills 
· High level Oral communication skills
· Knowledge of how to communicate to clients the extent of the authority of the screening service 
· IT literate
· Ability to manage time and multi-task


	How you will benefit
	· A fantastic opportunity to develop your skills in providing a service over the telephone
· Opportunity to enhance your CV
· Apply and develop your communication skills 
· Apply and develop personal organisation, communication & interpersonal skills and time management 
· Gain experience of working within a team 

	About CASNPT
	Citizens Advice Swansea Neath Port Talbot offers a free service that is confidential, impartial and independent of government or the local authority.  We provide advice services for the general public on a range of matters including debt, money management, welfare benefits, employment, consumer, housing, family, immigration and general legal matters.  We value equality and diversity and have been based in Swansea for nearly 80 years.  We have 31 paid employees and around 40 volunteers.


	How the organisation will benefit
	· Assisting clients over the telephone.
· Assisting advice staff and by working in a team
· Copying relevant information required for passing on to an adviser or the client
· Ensuring appointment times are agreed and communicated and any necessary support, including interpretation is identified
· Using the electronic management system to record information gained by clients
· Ability to help clients in different mediums
· Helping more clients
· Increased ease of access to information for members of our community


	
	Practical Information

	Role Location:
	Neath Port Talbot and Swansea
All office based work will be held in Swansea 

	Time Commitment:
	1 day per week

	Duration:
	Term Time/1 Year

	Start Date:
	Flexible

	Other Information:
	Travel Expenses Reimbursed 











	Role Title
	Campaigns Researcher 

	Role Details
	Citizens Advice Swansea Neath Port Talbot is offering an excellent opportunity for a person looking to work in the field of research. The individual will carry out research, either solo or as part of a team, on a range of issues affecting CASNPT’s clients. Current research projects include travel documents for refugees, take up of debt advice, impact of Universal Credit,  availability of private residential lets to people claiming welfare benefits.

The Role involves:
· Identifying potential research topics
· Conducting literature reviews and other desk research
· Working with clients, local third sector and public bodies and other stakeholders
· Carrying out telephone, online and face to face surveys
· Helping with focus groups
· Analysing research results (or helping to analyse)
· Assisting with the promotion/ publication of the any resulting reports


	Skills and Qualities Required
	· Able to think creatively 
· An eye for detail 
· A desire to help improve the policies and practices which affect people’s lives 
· An excellent team player
· Good written and communication skills
· Good IT skills- including familiarity with Microsoft packages
· Good people skills 
· A Welsh speaker or speaker of another community language is desirable


	How you will benefit
	· An opportunity to practice your skills in project management, planning and time management in a busy and varied environment
· Gain experience of analysing a range of data 
· Experience of working with a diverse staff team
· An opportunity to work in third sector organisation and gain an understanding of the work of the Citizens Advice service


	About CASNPT
	Citizens Advice Swansea Neath Port Talbot offers a free service that is confidential, impartial and independent of government or the local authority.  We provide advice services for the general public on a range of matters including debt, money management, welfare benefits, employment, consumer, housing, family, immigration and general legal matters.  We value equality and diversity and have been based in Swansea for nearly 80 years.  We have 31 paid employees and around 40 volunteers.

	How the organisation will benefit
	· Improved engagement with the community and increased awareness of our role.
· Increased opportunities to have an impact on the development and delivery of public services
· Input of fresh ideas, new perspectives


	
	Practical Information

	Role Location:
	Neath Port Talbot and Swansea
All office based work will be held in Swansea 

	Time
Commitment:
	4 hours per week


	Duration:
	Term Time /1 Year

	Start Date:
	Flexible

	Other Information:
	Travel Expenses Reimbursed 
















	Role Title
	Frontline &/or Adviser Support Worker

	Role Details
	To provide frontline services to clients on initial contact; directing them to services available within the organisation or sign posting to external organisations; assisting clients to resolve issues by providing current information and in some cases advice; completing forms; arming clients with tools and facts to help themselves.
And/or
To provide administrative services within the organisation; collating client feedback and statistical information, using innovative ideas to produce reports  and campaign materials.
Volunteers could choose to do either of these roles or combine the two.

The role could involve: 
Frontline
· Being the first point of access for Citizen Advice clients. 
· Operate the reception, welcome clients coming into the building.
· Explain waiting times and procedures to clients.
· Provide information about Citizens Advice and other services to clients.
· Dealing with a wide range of clients’ problems and issues.
· Supporting members of the public of all ages and from a diverse range of backgrounds and cultures.
· Giving information from the Citizens Advice website and other sources.
· Refering clients for more specialist advice where appropriate.
· Keeping records of all clients’ cases on our recording system.
· Helping prevent future problems by identifying key issues and trends.
· Work with other colleagues involved in the advice work process.
· Provide a service that is based on sensitivity and respect for clients.
· Acknowledge children and/or any special needs and take appropriate action.
· Maintain confidentiality about clients and their contact with the bureau.
· Consulting the advice session supervisor appropriately.

Administration
· Answer the telephone and refer calls or take messages.
· Process client information collected at the reception helpdesk.
· Create, maintain and archive paper and electronic filing systems in accordance with the Citizens Advice systems and procedures.
· Maintain and reorder stocks of stationery, leaflets and posters.
· Maintain online and other electronic appointment diaries.
· Update public information materials and information.
· Maintain statistics and collate and produce reports to a prescribed format.
· Use IT for record keeping.


	Skills and Qualities Required
	· A high degree of confidence in dealing with members of the public
· Assertiveness skills
· Excellent telephone communication skills 
· High level oral communication skills
· IT literate
· Ability to manage time and multi-task


	How you will benefit
	· A fantastic opportunity to develop your skills in providing a service to the public
· Opportunity to enhance your CV
· Apply and develop your communication, personal organisation, interpersonal and time management skills 
· Gain experience of working within a team 


	About CASNPT
	Citizens Advice Swansea Neath Port Talbot offers a free service that is confidential, impartial and independent of government or the local authority.  We provide advice services for the general public on a range of matters including debt, money management, welfare benefits, employment, consumer, housing, family, immigration and general legal matters.  We value equality and diversity and have been based in Swansea for nearly 80 years.  We have 31 paid employees and around 40 volunteers.


	How the organisation will benefit
	· Assisting clients face to face
· Assisting advice staff and by working in a team
· Copying relevant information required for passing on to an adviser or the client
· Ensuring appointment times are agreed and communicated and any necessary support, including interpretation is identified
· Using the electronic management system to record information gained by clients
· Ability to help clients in different mediums
· Helping more clients
· Increased ease of access to information for members of our community


	
	Practical Information

	Role Location:
	All office based work will be held in Swansea 

	Time Commitment:
	1 day per week

	Duration:
	Term Time/1 Year

	Start Date:
	Flexible

	Other Information:
	Travel Expenses Reimbursed 

	Role Title
	Social Media Assistant  

	Role Details
	We would like to develop our presence within social media.  You will use your social and digital media skills to develop our online presence - in doing so we hope to raise the profile of Citizens Advice Swansea Neath Port Talbot, advertise services, promote events, support our clients, recruit volunteers and develop stronger links with the local community

The role would involve: 
· Consulting with colleagues and stakeholders to understand aims and needs
· Social Media review 
· Researching other websites for examples of best practice 
· Making recommendations for improvement including increased use of social media such as Facebook, Twitter and YouTube, 
· Improve the content of our Social Media Platforms and website
· Developing better interactivity features


	Skills and Qualities Required
	· Moderate knowledge and understanding of Facebook, Twitter & Instagram
· Good communication skills
· Basic research skills
· Basic photography & IT skills
· Ability to work within the Citizens Advice guidelines
· Honesty, reliability and ability to work as part of a team
· An interest in social media
· Ability to follow instructions
· Attention to detail


	How you will benefit
	· A fantastic opportunity to develop your skills in social media 
· Opportunity to produce a customer orientated IT project which will enhance your CV
· Apply and develop web development skills 
· Apply and develop personal organisation, communication & interpersonal skills and time management 
· Networking in an active community


	About CASNPT
	Citizens Advice Swansea Neath Port Talbot offers a free service that is confidential, impartial and independent of government or the local authority.  We provide advice services for the general public on a range of matters including debt, money management, welfare benefits, employment, consumer, housing, family, immigration and general legal matters.  We value equality and diversity and have been based in Swansea for nearly 80 years.  We have 31 paid employees and around 40 volunteers.

	How the organisation will benefit
	· Improved ability to reach target audiences
· Input of fresh ideas, new perspective
· Ability to help clients in different mediums
· Helping more clients
· Help raise CASNPT online profile 
· Increased professionalism in the way we promote our projects
· More modern web presence
· Greater awareness and broader reach of the services we offer
· Raised profile and increased understanding of our work
· Further development of our relationship with our local communities  
· Increased ease of access to information for members of our community


	
	Practical Information

	Role Location:
	Neath Port Talbot and Swansea
All office based work will be held in Swansea 

	Time
Commitment:
	4 hours per week

	Duration:
	Term Time/1 Year

	Start Date:
	Flexible

	Other Information:
	Travel Expenses Reimbursed 














	Role Title
	Digital Story Recording – Film and Photography

	Role Details
	We would like to develop a group of short films and photographic displays of client success stories. We would also like to develop short information videos to use to provide the members of the public with self-help information.  The films will be used for the Citizens Advice Swansea Neath Port Talbot website, YouTube, seminars, promotional events, funders, partners at events and CASNPT’s TV.  

The role will involve:
· Consulting colleagues to understand the need and the organisation itself
· Consulting with colleagues and potential service users to identify potential willing participants who will cover a range of advice areas, a diverse group of participants and will provide exciting and engaging examples
· Meeting clients to discuss the project and drawing up a short list of those who are willing to participate
· Editing into a series of 40 second films with imaging, music and or narrative
· Making available for use on websites etc.
· This role could be shared by 2 or more people working together.


	Skills and Qualities Required
	· Digital  Ability Skills
· Ability to use Film/Photography equipment 
· A non-judgemental approach
· Sensitive communication skills
· Film making and editing skills
· Able to use own initiative
· Networking
· Team working
· Creativity and innovation


	How you will benefit
	· Opportunity to produce short films for a high profile organisation
· Valuable experience to add to your CV
· Opportunity to explore the full extent of the Citizens Advice service and who is involved in delivering the services
· Networking


	About CASNPT
	Citizens Advice Swansea Neath Port Talbot offers a free service that is confidential, impartial and independent of government or the local authority.  We provide advice services for the general public on a range of matters including debt, money management, welfare benefits, employment, consumer, housing, family, immigration and general legal matters.  We value equality and diversity and have been based in Swansea for nearly 80 years.  We have 31 paid employees and around 40 volunteers.

	How the organisation will benefit
	· Improved ability to reach target audiences
· Input of fresh ideas, new perspective
· Ability to help clients in different mediums
· Helping more clients
· Help raise CASNPT profile 
· Increased professionalism in the way we promote our projects
· More modern web presence
· Greater awareness and broader reach of the services we offer


	
	Practical Information

	Role Location:
	Neath Port Talbot and Swansea
All office based work will be held in Swansea 

	Time Commitment:
	4 hours per week

	Duration:
	Term Time/1 Year

	Start Date:
	Flexible

	Other Information:
	Travel Expenses Reimbursed 













	Role Title
	Email/ Webchat Adviser 

	Role Details
	To provide an effective and efficient generalist advice service via email and/or webchat. Volunteer advisers receive full training in the skills needed to help people deal with their problems and learn how to find the information the client needs from our extensive information resources. Volunteers are supported and supervised as they begin to give advice and will get feedback and development opportunities throughout their time with Citizens Advice. 

The role will involve:
· Making calculations of clients’ entitlements
· Providing a service that complies with Citizens Advice principles
· Actively supporting equal opportunities and anti-discrimination policies
· Providing a service which meets the need to maintain quality
· Interviewing clients in a confidential and impartial manner, letting the client explain their enquiry and helping the client to set priorities.
· Providing advice and guidance via email
· Finding, interpreting and communicating the relevant information and exploring options and implications in order that the client can come to a decision.
· Assisting clients in taking action by giving support to plan and acting on their behalf if needed either in writing or by telephone
· Making calculations of clients’ entitlements
· Identifying enquiries which have research and campaigns implications
· Keeping up to date on important issues by attending the appropriate training and by essential reading.


	Skills and Qualities Required
	· Digital  ability skills
· Excellent written skills 
· Good summarising skills
· An ability to understand complex information
· Be polite and good at listening
· To be familiar with using keyboard skills and searching the internet
· To be able to input data accurately 
· A good level of literacy and numeracy 
· To be open minded and not judge clients
· To enjoy helping people


	How you will benefit
	· Opportunity to gain valuable experience and  skills
· Valuable experience to add to your CV
· Opportunity to explore the full extent of the Citizens Advice service and who is involved in delivering the services
· Networking


	About CASNPT
	Citizens Advice Swansea Neath Port Talbot offers a free service that is confidential, impartial and independent of government or the local authority.  We provide advice services for the general public on a range of matters including debt, money management, welfare benefits, employment, consumer, housing, family, immigration and general legal matters.  We value equality and diversity and have been based in Swansea for nearly 80 years.  We have 31 paid employees and around 40 volunteers.


	How the organisation will benefit
	· Helping clients who may not be able to help themselves
· Helping clients in a different format
· Making advice more accessible for people from all walks of life 
· Helping more clients
· Increasing our organisation reputation 
· Modernisation of our advice service


	
	Practical Information

	Role Location:
	Neath Port Talbot and Swansea
All office based work will be held in Swansea 

	Time Commitment:
	4 hours per week

	Duration:
	Term Time/1 Year

	Start Date:
	Flexible

	Other Information:
	Travel Expenses Reimbursed 













	Role Title
	Translator/Interpreter


	Role Details
	To provide an effective and efficient service by using your language and communication skills, Translators and Interpreters help the organisation by enabling more individuals to get advice via our service. Swansea Neath Port Talbot is a very multi-cultural community with a wide range of ethnicities and cultures residing here. 

Volunteer Translators and Interpreters will help the organisation by enabling advisers to help individuals whose first language is not English.  Translators will provide face to face translation or via the telephone. 

The role will involve:
· Providing a service that complies with Citizens Advice principles
· Actively supporting equal opportunities and anti-discrimination policies
· Providing a service which meets the need to maintain quality
· Interviewing clients in a confidential and impartial manner


	Skills and Qualities Required
	· An extremely good listener
· Excellent written skills 
· Good summarising skills
· An ability to understand complex information
· Be polite and good at listening
· Have strong communication skills
· Be polite, respectful and tactful
· Be able to relate well to people
· To be open minded and not judge clients
· To enjoy helping people.


	How you will benefit
	· Opportunity to gain valuable experience and  skills
· Valuable experience to add to your CV
· Opportunity to explore the full extent of the Citizens Advice service and who is involved in delivering the services
· Networking


	About CASNPT
	Citizens Advice Swansea Neath Port Talbot offers a free service that is confidential, impartial and independent of government or the local authority.  We provide advice services for the general public on a range of matters including debt, money management, welfare benefits, employment, consumer, housing, family, immigration and general legal matters.  We value equality and diversity and have been based in Swansea for nearly 80 years.  We have 31 paid employees and around 40 volunteers.


	How the organisation will benefit
	· Helping clients who may not be able to help themselves
· Helping clients in a different format
· Making advice more accessible for people from all walks of life 
· Helping more clients
· Increasing our organisation reputation 
· Modernisation of our advice service


	
	Practical Information

	Role Location:
	Neath Port Talbot and Swansea
All office based work will be held in Swansea 

	Time Commitment:
	4 hours per week

	Duration:
	Term Time/1 Year

	Start Date:
	Flexible

	Other Information:
	Travel Expenses Reimbursed 





	Role Title
	Digital assistant

	Role Details
	To provide 'assisted digital support' with using services and carrying out transactions online. To promote the use of kiosks / PCs and the role of information in resolving problems. To provide information about the local Citizens Advice and other advice services to clients from a diverse range of backgrounds and cultures. To enable clients to develop the skills and confidence they need to use digital technology effectively.

This role is suitable for anyone with basic IT skills and may be of interest to those with only limited time to volunteer, including people on work experience and placements.

The role will involve:
· Explaining the service to members of the public.
· Supporting clients with using self-help services including kiosks, PCs and tablets.
· Helping clients to identify the correct leaflet, self-help resource or service provider.
· Identifying when clients need to be referred for more help.
· Signposting clients appropriately to suit their needs following agreed protocols.
· Recording client numbers and issues.


	Skills and Qualities Required
	· Competence in using IT to complete forms and conduct transactions online.
· Ability to offer help appropriately and sensitively in a public environment.
· An understanding of why confidentiality is important.
· Excellent communication skills.
· Being open and approachable.
· Respect for views, values and cultures that are different from your own.
· A commitment to the aims and principles of the Citizens Advice service.
· A positive attitude to self-development and assessment.
· Ability to work as part of a team.
· Ability to recognise the limits and boundaries of the role.


	How you will benefit
	· Opportunity to gain valuable experience and  skills
· Valuable experience to add to your CV
· Opportunity to explore the full extent of the Citizens Advice service and who is involved in delivering the services
· Networking


	About CASNPT
	Citizens Advice Swansea Neath Port Talbot offers a free service that is confidential, impartial and independent of government or the local authority.  We provide advice services for the general public on a range of matters including debt, money management, welfare benefits, employment, consumer, housing, family, immigration and general legal matters.  We value equality and diversity and have been based in Swansea for nearly 80 years.  We have 31 paid employees and around 40 volunteers.


	How the organisation will benefit
	· Helping clients who may not be able to help themselves
· Helping clients in a different format
· Making advice more accessible for people from all walks of life 
· Helping more clients
· Increasing our organisation reputation 
· Modernisation of our advice service


	
	Practical Information

	Role Location:
	Neath Port Talbot and Swansea
All office based work will be held in Swansea 

	Time Commitment:
	4 hours per week

	Duration:
	Term Time/1 Year

	Start Date:
	Flexible

	Other Information:
	Travel Expenses Reimbursed 
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