
   

 

  

 

Operations Support 

Officer 
 

Job pack 
 

Thanks for your interest in working at Citizens Advice Torbay.  

 

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 Torbay.   

 

In this pack you’ll find: 

 

• Information about the organisation, team and role   

• What we are looking for (person specification) 

• Our aims, principles, values and behaviours  

• Application guidance notes 

• Application form 

• Equal opportunities monitoring form 

• 3 things to know about us  

• What it’s like to work at Citizens Advice Torbay 

• Our approach to equality, diversity and inclusion  

 

 
 
 

 

 

 

Want to chat about this role? 

If you want to chat about the role further, you can contact Sue Julyan by 

emailing sue.julyan@torbaycitizensadvice.org.uk   

 
 

mailto:sue.julyan@torbaycitizensadvice.org.uk


   

 

  

To apply 

 

Please complete the application form in full and return to 

julie.topaloca@torbaycitizensadvice.org.uk by midday on Wednesday 15th July 2026.  

PLEASE NOTE – you cannot apply on Indeed and we do not accept CVs. 

 

 

    The team  

 
We’re currently a team of 11 paid staff and around 30 volunteers. This is made up of: 

 

• Advice Service Team Manager 

• Supervisors (x 5) 

• Advisers (x 4) 

• Administrator (x1) 

 

   The role  
 

Citizens Advice Torbay provides advice face to face within our office, over our telephone 

adviceline and via outreach work at locations across Torbay.  In addition, we work with 

several partner organisations across Torbay across a range of projects. 

The role is primarily office-based and supports the smooth running of the charity. 

It’s a varied role - you will be responsible for a mix of IT support, administration, 

training coordination and project support. You’ll help maintain and develop the 

charity’s IT systems, provide day-to-day support to staff and volunteers, and ensure 

office systems and processes run efficiently. You will also support the recruitment and 

training of volunteers, assist with organising events, and contribute to project 

coordination, including producing reports and maintaining data. 

The role involves working closely with the supervisory team, volunteers and external 

partners, providing essential behind-the-scenes support that enables the service to 

run effectively. No two days are the same, and you will be involved in a wide range of 

activities from troubleshooting IT issues to coordinating meetings and supporting 

projects. 

It can sometimes be a busy and demanding role, but you will be fully supported as 

part of a friendly and collaborative team, contributing to a rewarding service that 

makes a real difference to people in the community. 

mailto:julie.topaloca@torbaycitizensadvice.org.uk


   

 

  

  

The role is 20 hours a week (5 hours per day for 4 days) on a permanent contract. 

 

The start date for this role is as soon as possible (subject to any notice period) 

with the interview date to be confirmed. 

 

Training: Full training will be provided. Some of this will be delivered face to face and 

some will be online modules. 

 

 What we’re looking for  

 

You will enjoy working in a varied and hands-on role, supporting colleagues, 

volunteers and partners across a wide range of activities. You will be organised, 

proactive and approachable, with a willingness to help others and take ownership of 

tasks to ensure the smooth running of the office and systems. 

You will have strong problem-solving skills, particularly in relation to IT, and be 

confident supporting others to use systems, equipment and digital tools effectively. 

You will be patient and supportive when helping staff and volunteers with IT or 

administrative queries, and able to communicate clearly with people of different 

levels of experience. 

Good organisational skills are essential, along with the ability to manage a varied 

workload, prioritise tasks and meet deadlines. You will be comfortable handling a mix 

of responsibilities, from maintaining records and producing reports to supporting 

recruitment, training and project coordination work. 

Strong communication skills, both written and verbal, are important. You’ll be able to 

produce clear and accurate documents and reports, maintain databases, and 

communicate effectively with colleagues, volunteers and external partners. 

You will be comfortable using Microsoft 365 and other systems, and able to learn new 

tools quickly. Attention to detail is key, particularly when handling data and producing 

reports. 

The role requires a flexible and positive approach, with the ability to work both 

independently and as part of a supportive team. Previous experience in 

administration, IT support or a similar role would be beneficial, but not essential, as 

training will be provided. 

We value diversity, promote equality and challenge discrimination. We encourage and 

welcome applications from suitably skilled candidates from all backgrounds. We 



   

 

  

particularly welcome applications from candidates who are disabled, or people from 

Black, Asian and other racially minoritised backgrounds, as these people are currently 

underrepresented. We also actively welcome applications from LGBTQ+ candidates. 

 Role Profile   
 

Job title Operations Support Officer 

Reporting to Advice Services Manager 

Responsible for No line management responsibility 

Starting salary £25,878 FTE per annum (£13,988 actual) 

Salary scale £25,878 - £26,455 FTE per annum 

Hours 20 hours a week (5 hours per day x4 days per week) 

Contract Permanent   

Work base Office – 29 Palace Avenue, Paignton. TQ3 3EQ. 

Main responsibility Details  

Information Technology 
 

• Ensure that IT systems and telephones in use 

within the charity are updated and maintained as 

necessary 

• Ensure that workers (paid and unpaid) using IT 

systems and telephones are trained and 

competent in their use 

• Use IT as required for the role 

• Provide day to day support to paid staff and 

volunteers with IT issues 

• Support the volunteer communications team and 

step-in to cover them when required (social media 

and website posts) 

• Refer clients for additional help to other Citizens 

Advice services. 

• Provide all advice in line with Citizens Advice aims 

and principles and conforming to Citizens Advice 

Quality Standard and Advice Quality Standard 

Mark. 

• Maintain accurate case records for audit purposes, 

information retrieval, statistical monitoring, and 

report preparation. 

• Evaluate the effectiveness of the service through 

client feedback. 

• Ensure that all work conforms to Citizens Advice 

Torbay systems and procedures. 



   

 

  

Training Support • Complete administration for recruiting and 

appointing new volunteers and trustees 

• Prepare interview and induction materials 

• Keep recruitment and training resources up to 

date 

• Review, promote and book training for volunteers 

and paid staff 

• Provide support at training events or courses 

• Provide administrative support for recruitment 

events 

Correspondence, 

Reports and Other 

Documents  

• Word process letters, documents and reports and 

format as required  

• Maintain statistics and collate and produce to a 

prescribed format  

• Produce information from spreadsheets and 

databases  

• Co-ordinate collection of data from the internal 

team to produce reports for external partners (e.g. 

projects) 

Administration • Use photocopier and other office machines, as 

appropriate  

• Create and maintain filing systems in accordance 

with the charity's systems and procedures  

• Answer the telephone and refer calls or take 

messages  

• Send and respond to emails  

• Provide administrative support to the supervisory 

team e.g. contact clients to make appointments, 

deal with cancelled appointments as we find out 

about them, pick up voicemail messages and 

emails, maintain shared calendars 

• Maintain oversight of the Business Continuity Plan 

Meetings • Attend appropriate internal and external meetings 

as agreed with the line manager or supervisor  

Project Coordination • Monitor capacity of partners to take referrals using 

a data collection tool 

• Produce a quarterly impact report and contribute 

to the creation of this report (including statistics 

and case studies) 

• Input data into a project progress tracker quarterly 

• Take notes in partnership meetings (can be 

remote) and circulate with partners after the 

meeting 



   

 

  

Other Duties: 

• Help to arrange events  

• Abide by health and safety guidelines and share responsibility for own safety 

and that of colleagues  

• Any other relevant administrative and support duties required to ensure the 

smooth running of the charity  

• Ensure that work undertaken reflects and supports the Citizens Advice 

service’s equality and diversity strategy  

• Attend relevant internal and external meetings as agreed with your line 

manager 

• Take personal responsibility for your own actions and for sorting out issues or 

problems that arise  

• Review and make recommendations for improvements to the service 

 
A 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. 

 



   

 

  

 Person specification    
 

Essential criteria 

1. Good working knowledge of IT systems, including Microsoft Office 365, and 

ability to support users with day-to-day IT issues 

2. Ability to provide effective administrative support and maintain office systems 

and processes 

3. Strong organisational skills, with the ability to manage and prioritise a varied 

workload to meet deadlines 

4. Ability to collect, manage and present data, including use of spreadsheets and 

databases 

5. Excellent communication skills (verbal and written), including drafting 

correspondence and taking accurate notes 

6. Strong digital skills, including use of email, shared calendars, and online 

systems 

7. Ability to work independently and collaboratively within a team 

8. Ability to support recruitment, training administration and events 

9. Knowledge of social media and ability to support website updates 

10. Commitment to the aims, principles and policies of the Citizens Advice service 

11. Understanding of equality and diversity and its application to service delivery 

12. Ability to maintain high standards, handle sensitive information, and take 

responsibility for resolving issues and improving services 

Desirable criteria  

1. Experience of working in an administrative, IT support or coordination role 

2. Experience of supporting volunteers, training, or recruitment processes 

3. Experience of reporting, data analysis, or project coordination 

4. Knowledge of Citizens Advice systems or similar databases/CRM systems 

5. Experience of working in the voluntary or community sector 

Our aims, principles, values &  

behaviours 
 

Our aims 



   

 

  

 
 

Guidance notes for applicants 
 

 

The shortlisting for interview for this role will be made on the basis of the 

information that you have provided on your application form.  The notes below 

are designed to help you make the best of your application and help us to 

process it efficiently. Please read them before completing your form. 
 

1. The application form plays a key part in our recruitment and selection process and 

we use the information you provide about your skills and experience to assess 

your suitability for the role.   

 

2. It is important that you complete the application form as fully and accurately as 

possible, please read the job description and person specification fully.  

 

3. Read the advert, job description and person specification to help you think about 

the job and what skills, qualifications and experiences you have which will be 

relevant.  Do not forget those you have gained outside of employment, e.g. social 

and community activities or domestic responsibilities.  Make sure that you draw 

our attention to them and show how they are relevant on the ‘Information, 

Experience, Knowledge’ section of the application form. 

 

4. Person specification - information, experience, knowledge, skills and 

abilities:- 



   

 

  

 

a) This is a key section of our application form which allows you to provide 

evidence of your experience, knowledge, skills, and abilities that are relevant to 

the role as described in the role profile.   

 

b) Selection is based on an assessment of the evidence you provide against 

the requirements of the role as set out in the person specification. 

 

c) You should explain how your ability, skills and knowledge match the person 

specification in no more than 2 sides of A4.  

 

d) It is important that you tailor your response to clearly demonstrate how you 

meet each requirement.  No assumptions will be made about your 

achievements and abilities.   

 

e) In addition, please also provide a specific example for each point in the person 

specification.  You should choose examples of experience that clearly 

demonstrate what we are looking for and be precise about what you did and 

how you did it, the outcome and the result of your actions. 

 

o A useful guide for providing examples, may be the S.T.A.R, format. 

▪ Specific – give a specific example 

▪ Task – briefly describe the task/objective/problem 

▪ Action – tell us what you did 

▪ Results – describe what results were achieved 

 

Please provide recent work examples wherever possible.  However, do remember that 

relevant examples from other aspects of your life, for example: voluntary or unpaid 

work, school or college work, family, or home responsibilities, can also be given. 

 

5. Please complete your application and return it by e-mail (as a Word document) no 

later than the closing date/time referred to in the advert.  If you return your 

application via e-mail, there is no requirement to send a hard copy. 

 

6. We don’t accept CVs instead of a completed application form unless specifically 

stated in the advert.   

 

Disability 
 

Please let us know if you require any adjustments to be made to the application process 

or would like to provide any information you wish us to take into account when we are 

considering your application.  If you are selected for interview, we will ask you to let us 

know if you have any access needs or may require reasonable adjustments to the 

interview or assessment (if applicable) at that stage.   Please be assured that we will be 



   

 

  

supportive in discussing reasonable adjustments with you at any stage of the 

recruitment and selection process. 

 

Diversity Monitoring 
 

Citizens Advice Torbay recognises the positive value of diversity, promotes equality 

and challenges discrimination. We welcome and encourage job applications from 

people of all backgrounds. 

 

Monitoring recruitment and selection procedures is one way of helping us to ensure 

that there is no unfair discrimination in the way that we recruit people.  To do this, we 

need to know about the diversity profile of people who apply for posts at Citizens 

Advice Torbay.  This information is given in confidence for monitoring purposes only 

and is not seen by anyone responsible for making recruitment decisions.  However, if 

you would prefer not to answer any of the questions we ask, please leave them blank. 

 

   3 things to know about us 
 

 

1. We’re local and we’re national. The Citizens Advice service is made up of Citizens 

Advice - the national charity - and a network of around 300 local Citizens Advice 

members across England and Wales. Citizens Advice Torbay is part of the network 

of local Citizens Advice members and offer free, confidential advice to everyone 

who lives, works and studies in Torbay, as well as over the phone to clients across 

the country.  

  

Citizens Advice Torbay has a partnership agreement with Citizens Advice Exeter, 

meaning that we share a Chief Executive Officer, an Assistant Chief Executive 

Officer and an Executive Administrative Assistant.   

 

2. We’re here for everyone. Our advice helps people solve problems and our 

advocacy helps fix problems in society. Whatever the problem, we won’t turn 

people away. 

 

3. We’re listened to - and we make a difference. Our trusted brand and the quality 

of our research mean we make a real impact on behalf of the people who rely on 

us.  

 
 

 How our organisation works 
 

The Citizens Advice network delivers services from: 



   

 

  

 

• Over 600 local Citizens Advice outlets 

• Over 1,800 community centres, GPs’ surgeries and prisons 

 

They do this with:   

 

• 7,700 local staff 

• Over 21,300 trained volunteers 

 

Our reach means 99% of people in England and Wales can access a local Citizens 

Advice within a 30-minute drive of where they live. 

 

 

 

 

 

 

 

 
 

 

Terms and 

conditions  

 

 

1. Starting salary  

As advertised. Appointment will 

usually be at the starting salary 

level. Moving up the salary scale is 

based on evidencing that you 

meet set competencies for the 

higher levels.  

2. Annual leave  

We offer above the statutory 

annual leave - 28 days paid annual 

leave for a full-time employee.    

   

The basic leave entitlement will be 

increased by one extra day for each 

year of service over 2 years which has been completed by 1st January of any leave year, 

up to a maximum of 5 days.  



   

 

  

 

Employees are entitled to 1.6 weeks’ paid public holidays in each annual leave year. In 

the case of full-time employees working a five-day week, this equates to 8 days paid 

public holidays. 

 

3. Pension Scheme    

Citizens Advice Torbay provides a pension scheme with a 3% employer contribution. 

Further details of this scheme will be provided to the successful applicant on starting 

with us.  

 

4. Sick pay entitlement  

We offer enhanced sickness pay at the following rate: 

For the first six months of employment:   

i. 4 weeks full pay, 4 weeks half pay   

ii. a further 20 weeks of SSP if payable or until employment is terminated whichever 

is sooner.   

From six months to 5 years   

i. 13 weeks full, pay, 13 weeks half pay   

ii. a further 2 weeks of SSP if payable or until employment is terminated whichever 

is sooner.   

Thereafter, an employee is permitted to receive:   

i.26 weeks full pay, 26 weeks half pay   

 

5. Learning and Development  

Citizens Advice Torbay has a coordinated staff and volunteer training and 

development strategy, with a dedicated Learning and Development team and access 

to a range of online courses to develop your skills, both on the job and transferable. 

This will mean that training for your current job, and future career developments 

relevant to Citizens Advice will be provided and you will be encouraged to take an 

active role. 

 

6. Salary Sacrifice Schemes  

We also operate a Cycle to Work scheme which helps save you money on buying a bike 

and spread out the payments through your salary.   

 

7. Disclosure and Barring Service Checks (DBS) 

Some Citizens Advice Torbay positions may require the successful candidate to 

undergo a DBS check. DBS checks are only requested where proportionate and 

relevant to the post concerned.  This will be made clear in the Role Profile.  

 

8. Equality, diversity and inclusion 

Citizens Advice Torbay recognises the positive value of diversity, promotes equality 

and challenges unfair discrimination. We recognise people with different 



   

 

  

backgrounds, skills, attitudes and experiences bring fresh ideas and perceptions, and 

we wish to encourage and harness these differences to make our services 

more relevant and approachable.  

 

Citizens Advice Torbay will not discriminate or tolerate discriminatory behaviour on 

the grounds of race, colour, sex, trans status, disability, nationality, national or ethnic 

origin, religion or belief, marital/partnership or family status, sexual orientation, age, 

social class, educational background, employment status, working pattern, trade 

union membership or any other irrelevant factor in any aspect of employment. 

 

Our values include a commitment to equality and fairness, and to valuing each other. 

All our employees are expected to have read and understood our Equality and 

Diversity Policy and to ensure they behave in accordance with its principles.  Breaches 

of the policy may lead to disciplinary action. 

 

9. Dignity at Work 

Citizens Advice Torbay is committed to providing a culture in which all staff and 

volunteers value each other and are able to work together to their full potential in an 

inclusive environment free from harassment, bullying and other unacceptable forms 

of behaviour.  

 

Unacceptable behaviour in the workplace will be actively dealt with, all complaints will 

be taken seriously, confidentiality will be respected and victimisation of those that 

raise complaints will not be tolerated. 

 

Our values include commitments to work together and value each other - all our 

employees and volunteers are expected to have read and understood our Dignity at 

Work Policy and to ensure they behave in accordance with its principles.  

 

All staff and volunteers are responsible for helping to create and maintain a positive 

and inclusive working environment free from bullying and harassment. All managers 

have a particular responsibility for ensuring a supportive and inclusive working 

environment in which dignity at work is actively promoted. 

 

10. Probationary Policy 

All new starters will have a six-month probationary period. 

 

Performance is reviewed after three months and again after six months. At the 

end of the probationary period the outcome of the assessment may be 

confirmation of post, notice of dismissal, or at Citizens Advice Torbay’s discretion in 

exceptional circumstances, an extension of the probationary period by a specified 

period of time. Internal staff must complete the probation period within their current 

role before applying for other roles within the organisation. 

 



   

 

  

11. Political Impartiality  

An important part of the principle of impartiality is that Citizens Advice staff are seen 

to be upholding the principle of party political impartiality. To avoid possible 

misunderstanding or possible conflicts of interest guidelines have been established 

on staff taking part in party political activities. If you currently hold, or are intending to 

stand for local or national party political office, we will expect you to tell us about this 

if shortlisted for interview. 

 

12. Location  

As advertised. We have an office in Paignton town centre in Palace Avenue, which is 

easily accessible from Paignton railway station and bus stops. We do not have parking 

spaces for paid members of staff. You are expected to be able to attend the Torbay 

office at short notice when asked, but some of us have a hybrid working pattern, with 

a mix of home and office working. Some roles are required to be in the office for the 

full working week as they will be working face-to-face with clients – the advert will 

state this.  

 

13. Employment status  

As advertised 

 

14. Hours of Work  

We work 37 hours a week.  We are open to discussions about flexible working, which 

may include part-time working, job shares, or different working hours. Staff may be 

able to agree a different working pattern with their manager.   

 

15. Entitlement to work in the UK 
 

A job offer will be subject to confirmation that you are permitted to work in the UK in 

accordance with the provisions of the Asylum and Immigration Act 2006.  You will be 

asked to provide evidence of your entitlement to work in the UK if you are successful 

and an offer of employment is made. 

 

Please note that Citizens Advice Torbay does not hold a sponsor license, and, therefore, 

cannot issue certificates of sponsorship under the points-based system. 

 



   

 

  

    What we give our staff  
 

We value the people who work here - and we show that in what we offer. As 

well as things like annual leave, death in service benefit and our workplace pension, 

working at Citizens Advice Torbay means getting access to many benefits. 

 

• A commitment to your development. We have a coordinated staff training 

and development strategy. This means that training will be provided both for 

your current job and for your development.  

• Support when things in your life change. We’ll be there for you with options 

for flexible working, career breaks, enhanced contractual sick pay (after 

probation) and support for parents and carers. 

• A commitment our people. We are committed to supporting mental health and 

wellbeing in the workplace.  We have a trained Mental Health First Aider.  We 

have daily whole-office briefings, regular workers’ meetings, Christmas parties 

and away days.  

 

Equity, Diversity and Inclusion  
 

 

Citizens Advice is fully committed to stand up and speak up for those who face 

inequality and disadvantage. We want this to be reflected in the diversity of the 

people who work for us. We accept that equal treatment of people from discriminated 

against groups is insufficient to achieving equal opportunities and that positive action 

is also required. The service is therefore committed to positive action as a means of 

removing barriers to services and employment opportunities for those from 

discriminated against groups. 

 

We encourage and welcome applications from suitably skilled candidates from all 

backgrounds and parts of our community. We particularly welcome applications from 

candidates who are disabled, or people from Black, Asian and minority ethnic 

backgrounds, as these people are currently underrepresented at Citizens Advice 

Torbay. We also actively welcome applications from LGBTQ+ candidates.   

 

To help us achieve this, we aim to make our recruitment process as fair as it can be: 

 

• We judge the application, not the person. Your application will be scored 

solely on your answers to the person specification section. This makes sure 

each person’s response is judged on its merits and not on their background. 



   

 

  

 

 

 

 

• We’re a Mindful Employer. We’re committed to better mental health at work. 

As part of this we’re signed up to the Mindful Employer charter, meaning we 

agree to not make assumptions about a person with a mental health condition 

and their ability to work and ensure we are fair in the recruitment of new staff 

in accordance with the Equality Act 2010 

 

• We will meet any reasonable adjustment requests. Please let us know if you 

need us to adapt our application process so there are no barriers for you to 

apply.    

 

Ex-offender policy 

 

Citizens Advice Torbay is committed to the promotion and delivery of equal 

opportunities to clients and to volunteers and paid staff. We welcome applications 

from any part of our community, including from people with criminal records.  

 

Having a criminal record will not necessarily bar you from working for Citizens Advice 

Torbay – much will depend on the type of job you have applied for and the 

background and circumstances of your offence.   However, we are not able to employ 

anyone with a conviction for a sexual offence against a child or vulnerable adult, 

regardless of when the office took place.  All other convictions will be considered on 

an individual basis. 

 

Anyone who applies to work or volunteer within Citizens Advice Torbay will be asked 

to disclose details of unspent convictions during the recruitment process. This 

information will not be shared with the interview panel and will only be discussed in 

more detail if you are the successful candidate. Candidates must not withhold 

information about unspent convictions and failure to reveal information that is 

directly relevant to the position could lead to a withdrawal of an offer of employment 

or volunteering opportunity. 

 

We undertake not to discriminate unfairly against volunteers or paid staff who 

voluntarily reveal that they have a criminal conviction. Equally, we will not discriminate 

unfairly against volunteers or paid staff where a DBS check reveals a criminal 

conviction or other information about offences. We will ensure that an open and 

measured discussion will take place on the subject of any offences or other matter 

that might be relevant to the position. 
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