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The first Aim of the Citizens Advice Bureaux servic e is 

 
What does this mean? 

The CAB provides information, guidance and support. We do this to 
enable people to make informed decisions about their lives, so that they 
can solve their own problems, using their own skills and abilities. 
 
How do we do this?  

By offering: 
 

·  Advice which will inform clients of their rights and responsibilities 
 

·  Accurate and up to date information on a wide range of issues 
 

·  A choice of options to clients and opportunity for them to decide 
how any action should be carried out, and by whom 

 
·  Help with completion of forms, calculations, letter writing, telephone 

negotiations etc. 
 

·  Referral to a more appropriate agency where the advice or 
information required by a client is beyond the scope of the CAB 
and/or a better service is available elsewhere 

 

to provide the advice people need for the problems they face. 
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The Citizens Advice Bureaux other twin Aim is 
 

 

 

 

 

 

 

 

 

 

What does this mean? 

We make use of the experience and knowledge we gain from working 
with individual clients to try to prevent similar problems arising for others. 
 
How do we do this? 

·  By gathering information based on our work with individual clients 
and using this information to try and influence policy makers and 
providers of services 

 
·  On a local level, by monitoring local policies and practices and the 

effect of these on clients visiting the bureau. In Leeds, this often 
involves working with other organisations in the city 

 
·  On a national level, by reporting to our umbrella organisation 

Citizens Advice any underlying problems with a regional or national 
policy, service or practice which we have identified through working 
with our clients 

 
 

 
 
 
 
 
 
 
 
 

to improve the policies and practices that affect p eople’s lives. 
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The Principles of the CAB Service 
 
 

 

 

 

 

 

 

Free 

The Service is free, regardless of whether or not a client can afford to pay. 
This is because we do not believe that access to information and advice 
should be means- tested. 
 
Independent 

The Service is completely independent. In terms of the advice and information 
we offer, we are responsible to our clients and not to our funders. The CAB is 
therefore able to give impartial advice on all enquiries and to take up any 
issue with the appropriate authority on behalf of individuals and groups. 

 
Confidential 

Nothing our clients tell us will be passed on to anyone outside the CAB 
Service without their permission, including the fact they have visited the 
Bureau. The service we provide is based on trust and without that trust the 
CAB would not exist. 
 
Impartial  

The CAB Service is open to everyone. We expect everyone who works in the 
CAB Service to be able to offer an impartial service. This means offering a 
service that is not influenced by our own or other people’s prejudices and 
personal beliefs. 
 
The CAB Service opposes all discrimination 

We insist that all our clients are treated with respect and proper consideration. 
The CAB has been committed to equality since its foundation. We believe that 
everyone should have access to employment and services, and that everyone 
is entitled to fair treatment. The CAB seeks to make sure that a quality service 
is available to everyone who might use it. 
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Volunteering at Leeds CAB 
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Volunteer Roles within the Bureau 
Gateway Assessor  

The Gateway Assessor provides a crucial service to the bureau by making an 
initial assessment of clients’ needs either on the phone or face to face. 
 
The Gateway Assessment Interviewer’s duties include some or all of the following: 

·  Identifying the nature of the client’s enquiry 
·  Assessing the level of service required by the client 
·  Offering and explaining information to clients 
·  Identifying cases which require urgent action 
·  Liaising with bureau staff and making internal appointments where 

appropriate 
·  Referring or signposting clients to external agencies 
·  Recording client details and enquiries on our electronic case-recording 

system 
 

Gateway Assessors offer a key service to clients by ensuring that bureaux are 
accessible to the community and that a level of service is offered which is 
appropriate to our clients’ needs. 
 
The Gateway Assessor’s role involves more interaction with clients than any of our 
other volunteering roles. The Gateway Assessor needs to be able to act on their 
own initiative and to be able to deal with sometimes stressful situations, for 
example large numbers of clients waiting for assitance. 
 
This role is ideal for those looking for advice work experience, but who are not able 
to commit to being an Adviser, for example because they are in full time education 
or employment. 
 
 
 
 

 
 

 
 
 

Applicants for this role must be able to volunteer for a minimum of 6 hours 
per week (over one or two days) for at least 9 mont hs .  
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Volunteer Adviser 

Volunteer Advisers see clients on an individual basis once an assessment has been 
made by the Gateway Assessor. The role of the Adviser is to explore the nature of 
the problem with the client and to explain advice and options to the client. 
 
The Volunteer Adviser’s duties are as follows: 

·  To explore the client’s situation and identify what the client wants 
·  To look up advice on our Information System and explain that advice to the 

client 
·  To take action on the client’s behalf where necessary 
·  To signpost or refer clients to outside agencies where necessary�  
·  To record client and enquiry details on our electronic case-recording system 
·  To attend regular training in order to develop competence as an advice 

worker 
All kinds of people come into the bureau with all kinds of problems; the Adviser 
needs to listen and help the client to explain their problems. 
 

Advisers explain the options that a client has, so that the client can decide what 
they want to do. Advisers help clients by filling in forms, drafting letters, making 
phone calls and calculating benefits. 
 
 
 
 
 
 
 
Applicants for the role of volunteer Adviser must b e able to volunteer for a 
minimum of 12 hours per week for at least 18 months . 
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Training for Gateway Assessors and Advisers  
Volunteer Adviser and Gateway Assessor applicants do not need any prior 
qualifications as full training is offered for the role in the form of a comprehensive 
training programme. We do ask that you have good communication and IT skills 
and the capacity and willingness to learn. 
 
Training involves attending group training sessions on interviewing and adviser 
skills and a variety of subject matters such as debt, benefits and employment; self-
study packs which trainees are asked to complete individually and observation and 
coaching. Trainees are supported throughout their time at the CAB by a training 
supervisor with whom regular learning reviews take place. 
 
It takes on average 16-18 weeks before a trainee adviser is ready to conduct solo 
interviews with clients. Gateway Assessors receive 6-8 weeks’ training before they 
begin working independently with clients. The training does not stop there, 
however, as this is the stage where trainees learn how to interview clients on a 
face-to-face basis. 
 
 
 
 
 
 
 
 
 
 
 

Legal Advice Qualification 
In addition to developing and learning new skills you will be working towards a 
nationally recognised qualification. Gateway Assessors need to reach Level 2 
Certificate in Supporting Legal Advice, this takes between 6 and 8 months to 
complete.  Advisers need to reach Level 3 Award in Providing Legal Advice, this 
takes between 12 and 18 months to complete.  
 
The Citizens Advice training is highly respected by many other advice agencies 
and if you are looking for paid work in the advice or related sectors the experience 
you gain from working for us will be extremely helpful. If you wish to learn new 
skills or develop those you already have, advice work can be very rewarding. 
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Reception Volunteers 
 
Volunteer receptionists are part of a team providing the first point of contact for 
clients who use our service.  
 
As a Reception Volunteer you would do some or all of the following 

·  Set up the waiting room and prepare paperwork 

·  Welcome clients 

·  Update the reception log 

·  Make appointments 

·  Give out information 

·  Record client details 

·  Make reminder calls for next day’s appointments 

·  Ex-directory telephone reception work 

 

 

 

Social Policy Volunteers 
A Social Policy Volunteer will work as part of the bureau Social Policy team to 
address some of the major issues which affect our clients. Under the supervision 
of the Social Policy co-ordinator, volunteers use the evidence provided by bureau 
advisers to campaign for improvements to services, policies and legislation at a 
local and national level. 
 

As a Social Policy Volunteer you would 

·  Analyse and collate social policy evidence 

·  Provide support to bureau workers to encourage and maintain their 
involvement in social policy work 

·  Inform bureau staff of social policy issues through bulletins, meetings, etc 

·  Liaise with external organisations, such as local authorities and other 
voluntary agencies 

·  Produce press releases and communicate with the media 

 
Volunteers for these roles must be able to commit t o a minimum of 6 hours 
per week over at least 6 months. 
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Training for Reception and Social Policy Volunteers  
Volunteer applicants do not need any prior qualifications as full training is 
offered for the role in the form of a comprehensive training programme.  
Training is usually on a one-to-one basis and will include observation, 
coaching and self-study. 
 

 

 

What you need 

To be a volunteer at Leeds CAB you need to have  

·  Good literacy, numeracy and computer skills 

·  Good communication skills 

·  The ability to understand and explain information or 
advice to clients 

·  Commitment to the aims and principles of the CAB service 

·  Research skills 

·  Willingness to be flexible 
 

What we offer 

·  Full training through group sessions, observation & self study 

·  Ongoing support and training 

·  Travel expenses 

·  A friendly environment which recognises and values the skills 
and contribution of volunteers 
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The application process 
We run a number of group training programmes for both trainee Advisers and 
Gateway Assessors throughout year and recruit for these on an ongoing basis.  
We look at applications periodically to select trainees for each course.  
 
Applications for other roles are considered on an ongoing basis as required. 
 
Please complete an application Form 

If we emailed or posted this document to you should have received an application 
form with it.  

Or you can download the application form from our website at 
www.leedscab.org.uk 

Please send back the completed form to us at our city centre address below or by 
email to volunteering@leedscab.org.uk.   
 
What happens next? 
 

We will select potential volunteers from the applications we receive to be invited 
for an interview, which will include a written test. 
 
After a successful interview and receipt of satisfa ctory references you will 
be linked with a bureau and given a date to commenc e your training! 
 
 
 
 
 
 
 
 
 
 
 

Contact Us 
 

·  Visit:  www.leedscab.org.uk/volunteering  
·  e-mail:  volunteering@leedscab.org.uk  

·    Leeds Citizens Advice Bureau 
Westminster Buildings  
31 New York Street  
Leeds   
LS2 7DT 
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Leeds CAB offices 
Leeds CAB consists of a number of bureaux situated across the city. These are 
located at the City Centre, Crossgates, Morley, Otley and Pudsey. Group training is 
carried out at our City Centre bureau alongside a placement in any one of the five 
bureaux. Bureaux deal on average with over 58,500 issues each year. 
 
City Centre CAB 
Westminster Buildings  
31 New York Street  
Leeds 
LS2 7DT 
 
Crossgates CAB  
Methodist Schoolroom 
Austhorpe Road 
Leeds 
LS15 8BA 
 
Pudsey CAB  
Trinity Chapel 
Wesley Square 
Lowtown 
Pudsey 
LS28 7AB 
 
Morley CAB  
Town Hall 
Queen Street 
Morley 
Leeds 
LS27 9DY 
 
Otley CAB  
The Courthouse 
Courthouse Street 
Otley 
LS21 1BG 
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