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Volunteer Adviser Role Description  
 
 
Citizens Advice Merton and Lambeth is a local charity dedicated to providing 
information, support and advice to individuals and families who live, work or study in 
Merton and Lambeth. We also work to raise awareness and understanding of the 
challenging issues affecting our clients and communities. 
 
Aim of this role: 
 
Volunteer Advisers support our advice services in two ways – client assessments and 
client appointments. 
 
Assessments are short interviews, in which we discuss the nature of a client’s enquiry, 
assessing possible options and recommending next steps. The next steps could 
include helping the client to access the information they need, scheduling an 
appointment with one of the charity’s advisers or specialists, or signposting to another 
organisation. 
 
Appointments are pre-booked, detailed interviews, appropriate for more complex 
cases. As a volunteer Adviser, you and the client investigate the problem in detail, and 
then discuss possible options. Volunteer Advisers are required to conduct research 
prior to appointments, as well as follow-up actions, such as drafting letters, once they 
have met with a client. 
 
All our volunteer Advisers will initially support clients with assessments. Some 
volunteer Advisers decide to continue entirely in this capacity, whilst others choose to 
undertake further training towards certification once they have more experience. 
 
As a volunteer Adviser you will: 
 

 Use your skills and experiences to help clients resolve issues they are facing 

 Receive volunteer training 

 Be part of a friendly and supportive charity team 

 Develop transferable skills for employment, training or other volunteering 
opportunities 

 Develop knowledge of some of our key enquiry areas 
 
Locations: 
 
We need volunteer Advisers in our offices in Streatham Hill, Morden and Mitcham. All 
three offices are well connected to public transport links. 
 
 
What we are looking for: 
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You do not need specific information or advice experience, but good interpersonal and 
communication skills are really desirable. You’ll need the ability to gather and analyse 
information, use online resources as well as be organised and reliable. 
 
Supported by a dedicated member of our team, you will build up knowledge as you 
gather experience and become familiar with a variety of available resources used 
when researching clients’ issues. 
 
Speaking another of the languages spoken widely in Merton and Lambeth can also be 
very helpful. 
 
DBS disclosure is not required for this role. Satisfactory references will be requested. 
 
Volunteer training and support: 
 
You’ll receive comprehensive volunteer training for this role, involving a mixture of 
classroom training, online training and supported practice as you gather experience. 
The training is very flexible and can be adjusted to suit the needs of the volunteer. 
 
Typically, volunteers will complete the programme in around 12 months. Once you 
complete the learning programme, you will receive a Citizens Advice certificate of 
competence, which recognised as an advice qualification. 
 
You will be supervised by one of our Advice Supervisors, who will guide your training 
and manage the assessments and/or appointments that you are involved in. 
 
We also support volunteers with expenses incurred through volunteering activities. 
Further information can be found in our Volunteer Expenses policy (available in our 
Office Manual). 
 
Commitment: 
 
Our offices are open to the public from 10am to 4pm, Monday to Thursday. Volunteer 
Advisers are typically with us for at least 5 hours (starting at 9.45am), on one or more 
days of the week. We can agree days and times with you. If for any reason you are 
unable to attend, we request that you let your team know at the earliest convenience.  
 
We are seeking volunteers who can be with us for at least 9 months, though many of 
our volunteers are with us for much longer than this. 
 
How to apply: 
 
If you are interested in this volunteering role, please apply online.  
 
Closing date: Friday 18 October 2019 
Interviews: Dates will be confirmed directly with selected candidates.  If you do 
not hear from us by Friday 25th October please assume you have been 
unsuccessful on this occasion.  
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