Volunteer Adviser – Role
Responsible for:

· Answering clients’ telephone calls – listening to the client and let the client explain the problem.  Help the client to clarify the issues by exploring the problem and asking questions.  Diagnose the problem.

· Giving information – use AdviserNet and reference books to find out the correct information

· Relay the information – Explain the information to the client, send out necessary leaflets, booklets etc.  Ascertain the clients ability to deal and act on the information themselves.

· If required signpost or refer the client to their nearest Citizens Advice Bureau or other Advice Agency.

· Record the case – make a record of the client’s details and advice given to the client, so that further advice can be given or accessed should the client call back Citizen Advice Direct

· Administration – help out with basic office organization, e.g. returning reference books, keeping information up to date, amending information as required.
