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[bookmark: _heading=h.9cmbs788j3p4]Become a Citizens Advice volunteer
We give people the knowledge and confidence they need to find their way forward - whoever they are, and whatever their problem.
Our national organisation and network of local independent charities help millions of people every year with free, practical advice. This means we really understand the issues affecting people in our society and advocate for changes to policies and practices that will improve lives.
We are supported by volunteers who are at the heart of the communities they serve.
If you want to help us shape a society where people face far fewer problems, this is the role for you.
[bookmark: _heading=h.1mclhwxopo8]Looking to make a difference in your local community?
Find out more about Citizens Advice and this volunteering opportunity at Citizens Advice Redbridge.

	[bookmark: _heading=h.nv4t7u3wii4p]Reception / Customer Service Advisor

	Role purpose
	Deliver a positive client experience by acting as a point of contact for clients and providing administrative support to the service.

	What’s in it for you?
	· Make a real difference to people’s lives
· Gain new skills and knowledge, and build experience for employment
· Use and develop existing skills to do something worthwhile
· Improve your health, wellbeing, confidence and self-esteem
· Meet new people from a range of backgrounds and ages
· Get to know and give something back to the local community
· Experience expert training and support and feel part of a team

	What will you do?
	· Work as part of a team helping with the day to day running of the Citizens Advice service
· Welcome clients and visitors and keep them informed about what happens next
· Handle emails, post and phone calls ensuring they reach the right people
· Handle general enquiries from clients at reception, signposting to the support available
· Collect client information, and update client records on our digital system
· Ensure the reception area remains tidy and stocked with relevant and up to date materials e.g. leaflets
· Keep up to date with Citizens Advice research and campaigns work
· Answer telephone calls and emails, ensuring messages reach the right people
· Contact clients to confirm, send reminders, or reschedule appointments
· Handle incoming and outgoing post, do filing, photocopying, scanning, and typing documents
· Monitor and order stationery and office supplies
· Update local information resources, such as signposting directories, leaflets, and posters
· Alongside these core responsibilities, you may be asked to help with other general tasks that support the team and role

	What’s helpful for this role?
	· We are looking for volunteers who:
· Are friendly, approachable and patient
· Are non-judgmental and respect views, values and cultures that are different to their own
· Have good verbal and written communication skills [to effectively support people through challenging situations]
· Comfortable with the use of digital technology
· Are willing to learn about and follow the Citizens Advice aims, principles and policies, including confidentiality and data protection
· Are willing to undertake training for the role

	Time
	We hope you can volunteer regularly each week, and this can be done over one day or spread across shorter sessions. If a different pattern suits you better, let us know and we can discuss it.

No prior experience or knowledge is required as full training is provided for this role.

The training is predominantly online and remote, and this includes some core and required training such as data protection. During your training period you will be supported by an experienced team.

	Location
	You will be joining our team: in the local office or at an outreach location.

We reimburse reasonable, pre‑agreed out‑of‑pocket expenses, including travel for onsite roles and required travel for meetings, training or site visits.

	Additional information
	The minimum age for this role is 16.

Citizens Advice is committed to safeguarding and promoting and the welfare of children, young people and vulnerable adults . All volunteers are expected to share this commitment.

As part of our safer recruitment process, successful applicants will be asked to self-disclose criminal convictions.

We also ask for ID and details of referees. If you’d like to talk through any of the checks before applying, please get in touch.
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Equity, Diversity and Inclusion (EDI) is really important to us and integral to all we do. We want to build diverse and inclusive teams, where everyone is welcome and everyone feels like they belong.  To be the people's champion we must reflect the people we serve. We particularly welcome applications from people we would like to see better represented in our teams - people of colour, LGBTQ+ people and disabled people.
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If you’d like to speak to someone about this role, please contact the recruitment team: volunteering@citizensadviceredbridge.org.uk

To apply, complete our volunteer application form on our website here.
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Once you’ve applied, we’ll take a close look at your application and get in touch. If we can move your application forward we will invite you to attend an induction meeting.
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