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Thank you for your interest in working at Citizens Advice Bury & Bolton. This job pack should give you 

everything you need to know to apply for this role and what it means to work at Citizens Advice Bury 

& Bolton. 

 

The Role 

Job title 
Consumer Energy & Debt Adviser 

(trainee considered) 

Salary 
Trainee £23022-£24750 

Adviser £25000 - £27500 (dependent on experience and qualifications) 

Contract Permanent  

Hours  35 hours per week (flexible working requests can be considered) 

Location 
Hybrid: at least 60% office & remote 40%  

(once initial training is completed, approx. 16 weeks) 

 

We believe inclusion is a social justice issue - a principle that underpins our EDI work. To that end, 

we particularly welcome applications from people we would like to see better represented in our 

organisation and sector - people of colour, LGBTQ+ people and disabled people. 

 

Want to chat about the role? 

If you would like an informal chat about the role or the application process, please use this link to 

book in a MS Teams or phone call with our HR team.    

 

Application Process 
Submit your online application using this link, along with a copy of your CV and cover letter by 19th 

September 2025. 

 

Your cover letter should be no more than 1 page and should answer the following questions; 

 

1) Why do you want to work 

at Citizens Advice Bury & 

Bolton 

2) How will your skills, knowledge and experience meet the 

person specification and key responsibilities of the role 

  

Please note we will be actively interviewing successful candidates during the 

application stage and reserve the right to close the vacancy early.   
 

https://calendly.com/caherne-cabb/30min
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Citizens Advice Bury & Bolton (CABB) – About Us 
 

We are a dedicated local charity committed to offering free, confidential, and impartial advice, 

information, and support to individuals across Bury & Bolton (with some out of area services). 

Whether individuals are facing a single issue or a complex set of problems we provide personalised 

one-to-one advice.  
 

Here is our latest service statistics and an example of an Consumer Energy Debt case study: 

 

 

 

 

 

Quality of advice, independence and accreditation are an important core element of our services. We 

are proudly accredited by: 

We value diversity, promote equality and challenge discrimination. 

We are committed to putting equality and equity at the heart of everything that we do, with the 

overarching aim of being the go-to charity for anyone across Bury & Bolton in need of help, to find a 

way forward. This means we look at improving access, treating people with empathy and promoting 

an inclusive working environment for all of our colleagues. 
 

Find out more about us via: 

Our website Citizens Advice Campaigning Site National Citizens Advice Website  

Peter had been in continuous disagreements with British Gas over his 

gas/electricity bills which led to calls being terminated and the client 

being extremely anxious about being disconnected. He owed almost 

£1500 in fuel debt.    

  

The energy team provided some practical support in regards to energy 

efficiency, changing tariffs (when possible), grants and eligibility. It 

transpired that Peter did not understand his bills fully which had 

resulted in estimated readings. Steps were taken to get correct balances. 

Once Peter understood regarding how to read his bill this resulted in 

him feeling more able to address the matter, and in providing correct 

meter readings, it transpired he owed less than 50% of the original debt.   

  

During the money advice appointment, we completed a budget sheet, 

advised on recovery options for creditors and options open to him, as 

well as responsibilities creditors had. This removed a lot of fear which in 

turn made him a lot calmer when trying to resolve the matter.  

  

We supported Peter to complete a trust fund application which was 

successful cleared the balance meaning Peter only had to pay his 

ongoing bill, which was correct.   

  

Here is what he had to say about the support and advice 

she received: 

“Thank you so much for your support, I feel a drastic 

improvement in my health & wellbeing since resolving 

this matter” 

https://www.cabb.org.uk/
https://wearecitizensadvice.org.uk/
http://www.citizensadvice.org.uk/
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Role Purpose 

Citizens Advice Bury & Bolton (CABB) is a leading provider of legal advice and information, 

supporting thousands of clients every year. We are a busy, client focused and dynamic 

service with a track record of delivering high quality advice face to face, over the phone and 

digitally.  

    

Our communities are facing unprecedented challenges with rising costs. The rising cost-of-

living continues to directly impact individuals and families, with more people than ever in 

negative budgets and energy debt. Our teams provide support and empower vulnerable 

clients to manage their income, maximise income and assess their best strategies and 

options to address debt issues long-term.  

 

This role is part of an exciting new national project – Consumer Energy Debt Advice (CEDA) 

service, which is a fully digital (primarily telephone, with possible scope for webchat delivery 

in future) debt advice service for clients who present with at least one form of energy debt. 

It is intended to reduce the impact of personal debt by providing debt solutions to clients.  

 

This is expected to be a high-volume project (specific KPIs to be established), providing 

tailored advice over the telephone to meet client needs.  There’s no ‘average’ call – advice is 

tailored, and each client is treated equally. It can sometimes be a challenging role, but you 

will be fully trained and supported, working as a key part of an approachable and 

supportive team in a rewarding environment – and working alongside an established team 

of social welfare law advisers, including our existing money advice team.  

 

This is a fantastic opportunity for personal and professional development, where you will 

be fully trained and supported in this role, both through national ‘classroom’ based training, 

on the job shadowing and internal training, and other development opportunities, including 

opportunities to obtain the Certificate in Money Advice Practice (CertMAP); the leading debt 

advice qualification for debt advisers in England, Wales and Northern Ireland. While some 

knowledge and experience in advice is desirable, it is not essential due to the training 

provided.   

 

About you: 

• Excellent interpersonal skills to engage with a diverse range of clients, 

• Organisational skills with the ability to adapt, prioritise deadlines and competing 

tasks in a fast-paced environment, 

• A genuine passion for continual professional development,  

• Be empathetic and compassionate, 

• Be resilient and adaptable. 
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Role Profile 

Key accountabilities Key elements & tasks 

Service Delivery – 

Working with clients 

Provide high quality money & energy debt advice to clients 

(specific KPIs to be established), advising clients on sustainable 

budgeting, income maximisation and money management, in line 

with Financial Conduct Authority (FCA) guidance. 

Guide and empower clients – explaining options and implications 

to help clients make informed decisions about their next steps 

Provide energy efficiency advice to clients – assisting them to 

reduce energy consumption tailored to their needs and providing 

up to date advice on supplier energy tariffs and procedures. 

Support client to maximise household income – referring for 

additional/ ongoing support in line with referral pathways.  

Communicate and negotiate with creditors to achieve sustainable 

repayment agreements. Support client to apply for assistance, 

charitable grants and make appropriate referrals where 

appropriate. 

Process charitable applications, collect and review evidence.  

Maintain clear case records for the purpose of continuity of 

casework, information retrieval, and statistical monitoring and 

report preparation (using national case management system, 

Casebook). 

Regularly review cases, ensuring all key dates/ deadlines are met, 

while maintaining contact with clients.  

Performance, Personal 

Management  

and Administration 

Achieve performance targets required of the adviser post (KPIs) 

and ensure that the advice given meets the standards of; 

Citizens Advice Quality Assurance Framework 

Money & Pension Service (MaPS) 

Advice Quality Standard (AQS) 

Take ownership for monitoring own workload e.g. proactively 

reviewing when new cases are taken on, progress on current 

cases, outcome of completed cases and quality control (through 

file reviews). 
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To comply with operational management systems of supervision, 

objectives, appraisal and induction; including engagement with 

constructive engagement/ feedback. 

To comply with data collection procedures and reporting to 

ensure effective recording of performance monitoring, outcomes 

and client information on CRM systems. 

Service Development, 

Research & Campaigns 

Assist with the development of the service locally, regionally and 

nationally, publicising work as and when necessary. 

Work with colleagues to maintain a positive working and learning 

environment, in which equality and diversity are well managed, 

dignity at work is upheld and volunteers achieve their full 

potential. 

Carry out other tasks within the scope of the post to ensure the 

effective delivery and development of the role. 

Monitor advice enquiries, contributing to research and campaign 

projects locally, and across the Citizens Advice network through 

evidence forms, spotting trends and explaining research & 

campaigns to clients. 

Personal Development 

& Training 

 

 

 

 

 

 

 

Actively participate in Energy Debt and Money Advice training 

programmes, with a view of achieving competency within 6 

months (on average). 

Ensure through reading, training and consultancy, that your own 

level of knowledge around money advice & energy debt law is up-

to-date and that this is disseminated as appropriate. 

To identify your own training needs in conjunction with the 

designated lead/ supervisor and be prepared to undertake 

appropriate training in line with your training and progression 

plan. 

Other duties and 

responsibilities 

Uphold the aims and principles of CABB and our EDI/ policies. 

Liaise, as appropriate, with relevant outside agencies (voluntary 

and statutory), other Local Citizens Advice offices and other 

stakeholders. 
 

Be an active member of the wider team, acting and support 

colleagues in a collaborative way. 
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To comply with all published organisational policies and 

procedures. 
 

Work flexibly to undertake such other reasonable duties and 

responsibilities. 

Please note that this job description does not constitute a ‘term and condition of 

employment’. It is provided only as a guide to assist an individual in the performance of the 

job and is not included to be an inflexible list of tasks. 
 

The Citizens Advice Service is a fast-moving organisation and therefore an employee’s 

duties may be varied from time to time. The post holder accepts that they may be required 

to work flexibly and undertake any other work or duties as may reasonably be required, 

within the scope of and commensurate to the nature of the post.  

 

Person Specification - desirable 
Experience (through paid or voluntary work) 

Minimum 1 years’ experience, or equivalent in debt advice or financial services 

Recent experience of giving information/ guidance to clients in the public or voluntary sector or a 

regulated environment such as financial services or consumer energy 

Working with groups/ individuals who face complex barriers and disadvantages 

Qualifications, Knowledge and Understanding 

Demonstrable understanding and awareness of social welfare law and the relationship between 

money advice and other areas such as welfare benefits/housing 

Holder of Certificate in Money Advice Practice (CertMAP), or commitment to achieve 

Skills and Abilities 

Ability to adapt communication and methods to ensure inclusivity 

Ability to prioritise and organise workload, both within a team and using own initiative to meet 

deadlines 

Additional Factors 

Ability and willingness to work flexibly to ensure high quality service is delivered 

Understanding of and commitment to, aims and principles of the Citizens Advice service locally and 

nationally 

 

 

 



 

7 of 9 

What we give our staff 

We value the people who work here. As well as things like annual leave and our workplace pension, 

working at Citizens Advice means getting access to several benefits. 

Citizens Advice Bury & Bolton employee benefits package. 

 

We are proud to be a Real Living Wage Employer and a Supporter of the Greater Manchester 

Good Employment Charter – a voluntary membership and assessment scheme which has been 

created to improve employment standards across all GM employers, regardless of size, sector or 

geography. We are working towards becoming full members.  

 

 

 

 

 

 

 

 

 

 

https://www.cabb.org.uk/work-with-us/
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Equality, Diversity, Inclusion & Belonging 

Equity, Diversity, Inclusion & Belonging (EDI&B) is of strategic importance within the organisation and 

recognised as integral to all we do as a service.  

 

Central to pursuing our EDI&B mission is building diverse and inclusive teams in which everyone has a 

sense of belonging. We believe inclusion is a social justice issue - a principle that underpins our EDI&B 

work. To that end, we particularly welcome applications from people we would like to see better 

represented in our organisation and sector - people of colour, LGBTQ+ people and disabled people. 

We follow the social model of disability. 

 

To help us achieve this, we aim to make our recruitment process as fair as it can be. We also offer 

support to disabled candidates to make sure no one loses out on a role because of their condition. 

 

Additional information 
Please be aware that Citizens Advice Bury & Bolton is not a sponsoring organisation. Therefore, the 

successful applicant must already possess the right to work in the UK or be able to secure the right to 

work in the UK independently. Verification of your right to work will be undertaken for successful 

candidates.  

 

Please see the CABB website for information on the following: 

● Disability 

● Entitlement to work in the UK 

● Diversity monitoring 

● GDPR: How we will use your information 

● References  

● Criminal Convictions/DBS. 

 

 

 

 

 

 

 

 

 

 

https://www.cabb.org.uk/recruitment-policy/
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