Gateway Assessor and General Adviser Roles 

The Gateway Assessor role is the first stage in becoming a General Adviser. 

Once fully trained as a Gateway Assessor, you are then able to begin the General Adviser training programme. 

Bureau Requirements 

For both roles, the Bureau requires a commitment of at least 2 sessions a week plus some homework, during training.  The morning session runs from 9.15am to 1pm and the afternoon session is from 12.45pm to 4.00pm.  

As a Citizens Advice Bureau (CAB) volunteer, you will be required to work within the aims, principles and policies of the Citizens Advice Bureaux Service.  This includes: 

· Actively support Citizens Advice equal opportunities and anti-discrimination policies.

· Contributing towards a safe and positive working environment.

· Giving a service which meets the need to maintain quality.

You will be part of a team of voluntary and paid bureau staff who provide a free, confidential, impartial and independent service to the public. 

Advice Service

Eastbourne CAB provides a telephone advice service.  This means clients initially contact the Bureau via the telephone and speak to a Gateway Assessor.  The client may be called back by a General Adviser, if needed.  We offer a limited number of face-to-face appointments.

Confidentiality

Everything that you see and hear in the bureau is private.  Every volunteer must sign an agreement to observe a strict rule of confidentiality before they start. 

Travel Expenses

It is a CAB policy that bureau volunteers should get out-of-pocket expenses.  The bureau manager can explain the arrangements locally.  

Training

The CAB will provide you with ongoing support and training to enable you to carry out each role as required.   

Next Steps

Once we receive the completed application form, we will request references and then contact you about an interview.   We take on new Gateway Assessors approximately three times a year, so there may be some time between making your application and starting at the Bureau.    

Purpose of the Roles

· To help provide an effective and efficient 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.
Gateway Assessor - Main Duties and Responsibilities

· Assess clients’ problem(s), primarily over the telephone, but with some face to face interviews.   

· Identify key information about the problem including time limits, dates and urgency 

· Agree the appropriate level of service, taking into account  the client’s abilities, the complexity of the problem and the bureau’s resources. 

· Refer or signpost clients appropriately (both internally and externally) to suit clients’ needs following agreed protocols. 

· Complete clear and accurate case records onto IT system.

General Adviser – Main Duties and Responsibilities

· Interviewing clients, primarily on the telephone, but with some face-to-face. 

· Researching, interpreting and communicating the relevant information to the client, enabling them to explore options and implications. 

· Where necessary, negotiating, drafting or writing letters on behalf of the client,  or making appropriate referrals. 

· Complete clear and accurate case records using our IT system.

Social Policy

Both roles are required to contribute to the Bureau’s work of exercising a responsible influence on Social Policies, both local and national, by:  

· Identifying social policy issues. 

· Assisting with social policy work by providing information about clients’ circumstances through the appropriate channel.

Professional Development and Training

The Training Programme for both roles consists of training packs, courses and observation.  It takes approximately 6 months to become a qualified Gateway Assessor, however, following initial training and with supervision, you should be assisting clients over the telephone, within 8 weeks.  

Having successfully completed the Gateway Assessor training you can then begin the General Adviser Certificate Training Programme.  Training to become an Adviser can take between 12-18 months.  During this time you will learn about key subject areas and begin advising clients in those areas.  

In addition to these training programmes, you will need to keep up to date with legislation, policies and procedures by reading relevant publications and attending Bureau meetings.  

Administration

· Use IT for record keeping. 

· Telephone work.

· Ensure all work conforms to the bureau’s systems and procedures.

Skills and Qualities Needed: 

· Understanding of, and commitment to, the aims and principles of the CAB service and its equal opportunities policies. 

· IT skills including keyboard, word, data entry and internet skills.

· Good communication skills both written and oral, including ability to communicate effectively over the telephone.

· Basic mathematical skills, including percentages.

· Ability to give and receive feedback objectively and sensitively, and a willingness to challenge constructively. 

· Ability to monitor and maintain own standards. 

· Understanding of the issues affecting society and their implications for clients and service provision. 

· Willingness to learn and develop skills. 

· Ability to sift through information and extract what is relevant.

· Friendly, approachable and sensitive to needs of others. 

· Flexibility and willingness to work as part of a team. 

· Ability to recognise own limits and boundaries in the role. 

· Ability to manage time effectively. 

· An understanding of why confidentiality is important.

· Respect for views, values and cultures that are different to their own.
Equal Opportunities
Contribute towards the Association’s Equal Opportunities and Positive Action policies by providing an impartial and non-judgemental service to clients:

· identifying possible breaches of Equal Opportunities legislation, policy and practice and advising the client accordingly.

· taking part in Social Policy exercises focused on Equal Opportunities issues.

· challenging behaviour which indicates discrimination.

· assisting the bureau in making the service accessible to all clients irrespective of race, gender, sexual orientation and disabilities.
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