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Session Supervisor    	                                                          Glasgow North West CAB DRAFT

· Job Title: Session Supervisor 
· Location: Glasgow North West Citizens Advice Bureau (GNWCAB)
· Hours: Full time: 32 hours over 4 days (Monday to Thursday)
· Salary: £30,000
· Reporting to: Operations Manager 
· Holidays: 25 annual leave days plus 10 public holidays (office closures) per year
· Pension: 6% employer’s contribution 
· Type of Employment: Funding confirmed until 31 March 2027, with a strong likelihood of continuation beyond this point
 
About Glasgow North West CAB 
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Glasgow North West Citizens Advice Bureau (GNWCAB) is an independent charity founded in 1981. Each year we support over 5,000 people with over 18k pieces of advice, securing £3.5million for our community. Our mission is to end poverty and inequality by ensuring that people from all backgrounds are empowered through access to advice that changes lives and helps them affect positive change in their lives and the lives of those around them. 

Staff benefit from access to a cycle to work scheme, blended working and a commitment to personal development.

GNWCAB Values
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Kindness and Compassion: We care about people. We treat them with empathy, respect and understanding and listen without judgement.
Authenticity and Honesty: Our word is our bond. We are honest, we will set realistic expectations and will do what we say we will do.
Committed and determined: We are committed to take time to fully understand every issue, no matter how complex, and work determinedly and patiently towards the most effective solution for each individual.
Trust and Integrity: We create safe and respectful spaces where people feel secure to share openly, enabling us to provide the most effective support.
Welcoming and Passionate: We create a calm and supportive environment that breaks down barriers and builds trust. We approach every interaction with enthusiasm, giving our best to ensure people feel comfortable, valued, and confident to seek our help.
Listening: We listen with patience and respect, without interruption, creating an inclusive and positive environment. We remain attentive to both what is said and what is unspoken, ensuring people feel truly heard and understood.

Role Purpose


The Session Supervisor is the main operational lead for our drop-in and scheduled advice sessions. They ensure the smooth running of advice services, supporting advisers (paid and volunteer) in the delivery of high quality advice, handling difficult client interactions, and maintaining the flow and capacity of casework.

The role involves second-tier supervision, case checking, practical and emotional support, and on-the-ground problem solving. The post holder ensures that cases are followed up appropriately, escalates complex issues to managers, and helps maintain efficient and responsive service delivery. Occasionally, the post holder may provide direct advice to clients.
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Key responsibilities 


Core Service Delivery

· Act as the main point of supervision during drop-in and scheduled sessions. 
· Monitor workloads and service capacity, ensuring clients are served efficiently without overloading advisers. 
· Identify complex or high-demand cases and coordinate referrals to specialist teams or senior advisers. 
· Maintain smooth session flow and a safe, professional environment for staff, volunteers, and clients.

Quality Standards & Support 

· Check the quality and accuracy of advisers’ casework and client records, provide feedback and identify training needs. 
· Provide guidance and support to advisers on complex or sensitive cases. 
· Ensure all casework is followed up, recorded, and filed in accordance with bureau standards. 
· Identify trends or recurring issues and escalate to management for service improvement.
· Support adherence to and continuous development of the Bureau’s quality standards awards
· CAS Membership Quality Audit Standards
· Scottish National Standards for Information and Advice Providers (SNSIAP)

Adviser Support & Development
· Provide practical, emotional, and professional support to advisers and volunteers during sessions. 
· Coach and guide advisers in effective casework and adherence to quality standards. 
· Assist in induction and informal training of new advisers on systems, procedures, and best practice.

Administration & Reporting

· Maintain session-related administrative systems, including client records and reporting of capacity or flow issues. 
· Provide regular updates to managers on session performance, case demand, and capacity issues. 
· Support accurate and timely reporting to managers, funders, or other stakeholders as required.

Social Policy  
· Encourage and support advisers to take a proactive approach to social policy and campaigning, using client casework to highlight issues and contribute to influencing change

Other Duties

· Deliver advice to clients as required. 
· Participate in meetings, training, and operational planning as requested. 
· [bookmark: _Toc520296377][bookmark: _Toc522194034]Undertake any other reasonable duties to ensure the effective delivery of advice services.





Person specification
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Experience

Essential
· At least two years' experience of working in the advice sector to a high standard, with a specialism in welfare rights.
· Experience in identifying client emergencies across all areas of advice e.g. evictions, diligence. 
· Experience handling complex or challenging client cases. 
· Experience in effectively managing a busy workload with competing priorities.
· Familiarity with IT systems for case recording and reporting (e.g. CASTLE). 
Desirable
· Experience supporting or supervising advisers or volunteers in an operational setting.
· Experience in case checking and maintaining quality standards.
· Experience managing workloads and maintaining smooth service flow.
· Experience contributing to service improvement or operational planning. 

Skills & Attributes
Essential
· Ability to remain calm, organised, and professional in a busy or pressured environment. 
· Strong interpersonal and communication skills; able to support, coach, and guide advisers. 
· Strong problem-solving and decision-making skills, including prioritising cases and workloads. 
· Ability to provide constructive feedback and practical guidance. 
· Confidence in using IT systems for case management, reporting, and monitoring. 
· Ability to handle sensitive client situations with tact and professionalism. 
· Ability to develop service flow and identify capacity or operational issues.
· Ability and willingness to maintain and update own knowledge across advice areas

Desirable
· Ability to produce concise operational or performance reports for management. 

Knowledge
Essential
· Strong knowledge of welfare rights, ideally with knowledge and experience of other advice topics covered by GNWCAB, or a commitment to undertake training to develop this. 
· Understanding of advice quality standards and client-focused service delivery. 
· Awareness of the needs of the local community and barriers to accessing advice. 
· Awareness of GDPR and data protection requirements. 
· Familiarity with case recording systems (e.g., CASTLE). 

Values & Attitudes
Essential
· Commitment to the aims and principles of the Citizens Advice service. 
· Support for volunteers and collaborative, team-based working. 
· Commitment to equality, diversity, and inclusion. 
· Dedication to high-quality client service and continuous improvement. 
· Willingness to adapt the role to meet service needs and contribute to its development.

How to apply
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To apply, please complete complete the application form here by the closing date. 
 
Please get in touch with recruitment@gnwcab.org.uk if you have any questions about the role and/or would like to arrange an informal chat. 
 
Please note that we will not accept CV applications and that this post is subject to a satisfactory PVG check.

 
Equality & diversity monitoring
 
To help us monitor equality and diversity statistics please complete our Equality and Diversity form here.

About the employer
 
GNWCAB is committed to equal opportunities both in service provision and employment.
 
Glasgow North West CAB				
Charity number: SC005641			
Company ref: SC202642 				
 
Citizens Advice Bureau are independent and innovative advice organisation providing holistic advice and support to local people.  
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