
Citizens Advice LeicesterShire
Employment Recovery Officer

Job Description

Salary: Salary £22,183 with a 6% employer pension contribution

Hours:    37 per week

Responsible to: Service Manager Leicester Branch

Location: Initially working from home.   Office base Leicester

Contract: 12 month contract

Role purpose:
Employment issues are a growing advice issue. When the Coronavirus Job
Retention Scheme and other Covid-19 related protections for households
eventually come to an end, there is expected to be a significant rise in people
seeking support with employment issues together with financial difficulties and
debt problems, especially amongst already vulnerable people and people with
long term health conditions.

The purpose of this role is to develop a specific pathway for Citizens Advice’s
general advice service to refer clients that would benefit from proactive and
targeted employment support This will be delivered via face to face, telephone
and digital/web chat channels. The aim of the role is to assist clients to be in a
better position to maintain existing or seek new employment.

Key work areas and tasks:

1. Service Delivery

● Engage with clients to assess individual employment support needs to
determine the level of service most appropriate for each client. This will
be done through telephone and digital channels and face to face .

● Supporting clients to:



○ Assisting to access appropriate websites and identify relevant forms
and self-help information

○ Calculate entitlements
○ Assist writing to or telephone employers for example to raise a

grievance
○ Access other agencies, such as legal support for tribunal, learning

and training providers or specialist organisations, and advocating
on their behalf where necessary

○ Access internal specialist or generalist advice services for other
related problems for example housing or debt where they are an
integral part of their case.

● Developing and maintaining a network of contacts for specialist and legal
support.

● To work with and take referrals from partners and to organise employment
events throughout which clients can attend.

● Referrals/signposting to specialist services free legal advice entities
● An expectation to provide generalist advice on other core advice areas if and

when the service requires it or as deemed required by the Service Manager.

2. Research and Campaigning

● Contribute to both local and national campaigns where appropriate

● Assist with research and campaigning work by providing information
about clients’ circumstances through the appropriate channel

● Raise awareness and report to R&C Officer any particular trends or issues
affecting the client group

3. Administration

● Maintain case records for the purpose of continuity, information retrieval,
and to ensure that advice standards meet Citizens Advice QAA
requirements

● Provide statistical information on the number of clients and nature of
cases and provide regular reports to the line manager

● Arrangement of appointments and completing follow up phone calls or
emails where appropriate

● Maintain an up-to-date record of calls taken and made and new client
count generated

4. Other duties and responsibilities



● Uphold the aims and principles of the Citizens Advice service and its equal
opportunities policies

● Keep up-to-date with policies and procedures relevant to the organisation
and undertake appropriate training

● Ensure information assurance training is completed as required (currently
annually)

● Abide by health and safety guidelines and share responsibility for your
own safety and that of colleagues

● Respect confidentiality at all times to ensure that all staff, volunteers and
clients are treated fairly to comply with Equal Opportunities Policy

● Comply with all aspects of Citizens Advice Membership Scheme

● Work with other members of staff and volunteers to promote the work of
CCA

● Comply with CCA’s policies and procedures including ensuring that all
client interaction is GDPR compliant

● Be able to accommodate reasonable changes in working hours in order to
meet the needs of the business

● Any other duties as required to ensure the effective provision of the
service


