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Perth CAB – Voluntary Roles, Winter 2017/18 
 
The bureau has volunteers working in number of roles.  These include Generalist Advisers, 
Specialist Advisers (Employment and Benefits), Outcomes Support Workers, E-mail 
Advisers, a Social Policy Coordinator, Social Policy Support Workers, Board Members, an 
Administration Worker (leaflet and reference-book library) and an IT Volunteer. 
 
We recruit volunteers twice per year.  This time we are recruiting for Volunteer Advisers and 
Outcomes Support Workers.  More information about these two roles is provided below.   
 
All of our staff, paid and unpaid must show an understanding and acceptance of CAB aims 
and principles. 
 
 

Volunteer Generalist Adviser 
  
These volunteers provide advice to members of the public on a wide range of topics 
including benefits, employment, debt, immigration, consumer, utilities, taxation and housing. 
 
Generalist Advisers interview clients, find information for the client from our CAB Information 
System, interpret and explain that information to clients, help clients to take action such as 
writing letters and filling in forms and complete clear case records.  They must also 
recognise cases when unfair rules are the root cause of the client’s problems and make the 
Social Policy Coordinator aware of them. 
 
Advisers need excellent communication skills, enthusiasm, the ability to review and 
understand complex information, respect for other people including people whose values 
and views may be different to their own and a willingness to work as part of a team.  
Advisers will also need to have some experience of using computers and be willing to 
undertake demanding but interesting training.  We find that Generalist Advisers need to have 
a regular pattern of volunteering of at least one day per week in order to stay up to date.  We 
also ask that volunteers attend at least 4 of our monthly training sessions per year. 
 
Training involves a combination of classroom-based training, e-learning, self-study and 
shadowing/mentoring with an experienced adviser. Training usually takes 6 – 9 months if 
volunteering for 1 day per week with some (up to a couple of hours per week) home study. 
 
No previous experience is required. 
  
 

PTO for information on the Outcomes Support Worker Role 
 
 

Perth Citizens Advice Bureau 

Adviser Training 



 

Outcomes Support Worker 
 
Voluntary Outcomes Support Workers contact selected clients a few weeks after they have 
received help from the bureau.  This is usually clients who have received help with benefit 
claim forms.  They ask about the outcome of the claim and to make a referral back to an 
adviser for further help if that is appropriate. 
 
This role is important to ensure that we gather information about whether the assistance we 
are providing is successful and check that our clients have received all of the help that they 
require for their situation.  For example, if a benefit claim has been refused we need to 
remind clients about the short timescale for making a challenge and/or offer help with 
applications for alternative benefits.  If a claim was successful then we may need to remind 
clients to consider returning for further advice as some benefits act as a ‘passport’ to other 
benefits or services. 
 
So, Outcomes Support Workers telephone existing clients to ask about the outcomes of the 
advice and assistance that the bureau has previously provided, post out feedback forms to 
clients who are not accessible by telephone, record their contact with the client on our 
computerised case recording system, refer the client on for more advice if appropriate. 
 
Outcomes Support Workers need excellent communication skills, the ability to review and 
understand information about clients recorded in case notes so as to gather information from 
them by appropriate questions, a confident and clear telephone manner, respect for and the 
ability to empathise with people from a wide range of backgrounds, experience of using 
computers and willingness to undertake demanding training.  Ideally, Outcomes Support 
Workers need to have a regular pattern of volunteering of at least one half day per week 
although some flexibility is possible once training has been completed.  From time to time 
there may be a requirement to attend relevant training so as to ensure that the background 
knowledge required by Outcomes Support Workers remains up to date. 
 
Training involves a combination of classroom-based sessions (6 to 7 half-days depending on 
the experience of the prospective volunteers), e-learning, shadowing experienced advisers 
undertaking relevant work (2 to 3 afternoons) and at least one role-play or supervised-
working session.  Training will therefore take 2 to 3 months assuming volunteering for one 
half day per week. 
 
No previous experience is required. 
 
 
 
 
If you have any questions about either of these roles and would like to discuss these 
before submitting your application please contact the bureau and ask for a call back 
from the Quality and Training Manager, Catherine Harper.  Likewise, if you are 
interested in volunteering for the bureau but not in one of the roles set out above 
please ask for Catherine to call you back.  We may not be able to accommodate 
trainees for other roles at the moment but are always happy to have a one to one 
discussion and to keep your details on file if you wish. 


