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Triage Assessor (Part-time in person)
CRF Cost of Living					May 2026

Job pack

Thanks for your interest in working at Dacorum Citizens Advice. This job pack should give you everything you need to know to apply for this role and what it means to work at Dacorum Citizens Advice.  

In this pack you’ll find:
· Our values
· 3  things you should know about us
· Overview of Citizens Advice and Citizens Advice Dacorum
· The role profile and personal specification
· Terms and conditions
· What we give our staff
	Want to chat about this role?

If you would like to chat about the role further, please email your contact details to recruitment@dcab.org.uk.




	[image: ] National Citizens Advice Values
· We work as one service with many leaders
· We’re led by people’s needs
· We’re rooted in the community 
· We’re strengthened by volunteers
· We see the whole person
· We’re trusted experts
· We’re good partners
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	3 things you should know about us



1. We’re local and we’re national. We have 6 national offices and offer direct support to people in around 252 independent local Citizens Advice services across England and Wales.

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 Dacorum Citizens Advice works
Citizens Advice Dacorum is an independent charity supporting people who live and/or work in Dacorum. Our staff & volunteer team operate a telephone, webchat, email and face to face service in the Voluntary Sector of The Forum and also at our smaller location in the Civic Centre in Berkhamsted. 

Our Vision: A community where people have access to the advice they need in order to find their way forward, and the confidence to act upon it, whoever they are and whatever their problem.
 
Our Mission: To provide free, impartial, independent, high quality confidential advice which empowers people and is accessible to all in Dacorum. To work for positive change in local and national policies and practices which impact people’s lives
 
Our Values:
·        To value diversity
·        To promote equality & inclusion
·        To challenge discrimination
·        To promote respect and fairness for all
·        To collaborate positively and openly with other organisations and individuals so as to achieve better understanding and outcomes 

We promote equality and challenge discrimination, and strive to be an Equal Opportunities employer. We encourage and welcome applications from people of all backgrounds. We are a Disability Confident Committed Employer and our offices at The Forum are fully accessible.

We will retain and use the information you provide only for this recruitment process. It is necessary that we hold this information to operate a fair and equitable procedure. We will keep this securely and destroy it after six months unless you have been appointed to a role in which case it will form part of your employment record.

[image: ]  The role
We are looking for an experienced Citizens Advice trained Assessor with excellent interpersonal and IT skills to support clients who visit our office in Hemel Hempstead. Clients are seeking advice and information with a broad range of issues as part of the Dacorum Citizens Advice service.

You’ll have the ability to interview clients using sensitive listening and questioning skills to get to the root of their issues whilst maintaining structure and control of the conversation. Also, to change your approach for different client needs which may include using a telephone interpreter.

The successful candidate will give advice and information from agreed sources and write succinct and professional case notes on our confidential client management system in accordance with requirements.

[bookmark: _heading=h.7bjjgdvxx06f]An important attribute for this role is excellent time management and the ability to work under pressure and manage client expectations in order to meet demand.
[bookmark: _heading=h.21c313331suc]
[image: ]  Role profile
Giving Information 

The purpose of the role is to triage clients in a timely manner to:

· Establish their issues through sensitive questioning and listening
· Assess client capability to access appropriate support 
· Give relevant information to deal with their problems. The role is very broad in scope of advice needed, for example, benefits, debt and money, consumer, housing, family, law and courts, immigration and health. 

You should be prepared to fully examine the issue the client presents and sometimes explore further to establish any additional or underlying issues not initially presented. The role includes signposting or referring to other organisations and/or providing information or booking a full advice appointment, according to the needs of the client. You will work with a skilled and highly motivated team and be continuously supported in your role. 

Research and campaigns

Support our research and campaigns work through various channels including case studies, data collection and client consent

Professional development

Keep up to date with legislation, policies and procedures and undertake appropriate training & read relevant publications

Attend relevant internal and external meetings as agreed with the line manager

Prepare for and attend supervision sessions/team meetings/staff meetings as appropriate 

Administration

Use of telephony and IT equipment for multichannel delivery of advice services

Use of IT software for statistical recording of information relating to research and campaigns and funding requirements, record keeping and document production. Ensure GDPR, Health & Safety & Safeguarding compliant training is completed on an annual basis 

Ensure that all work conforms to our organisation’s systems and procedures
 

Other duties and responsibilities 

Carry out any other tasks that may be within the scope of the post to ensure the effective delivery and development of the service 

Demonstrate commitment to the aims and policies of Citizens Advice 

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





[image: ]  Person specification
Essential 
1. Ability to use sensitive listening and questioning skills to get to the root of the issues and empower clients, whilst maintaining structure and control of interviews in a timely manner.

2. Demonstrable experience as an Assessor and working under pressure to manage own time and prioritise emergencies.

3. Ability to use telephony and IT systems competently to access information and record case notes, scan and attach documents to cases and send emails.

4. Excellent communication skills in English and numeracy skills

5. Ability and willingness to work as part of a team

6. A commitment to continuous professional development, including a willingness to develop knowledge and skills in advice topics

7. Ability to commit to and work with the aims, principles and policies of the Citizens Advice service

8. A good up to date understanding of equality and diversity and its application to the provision of advice

9. Ability to monitor & maintain quality standards for advice provision 

10. Basic knowledge of multiple enquiry areas to aid with identifying emergencies and making referrals where appropriate

[image: ]  Terms and conditions
This is a Dacorum Citizens Advice paid staff Triage Assessor role, funded by Hertfordshire Crisis Resilience Fund (CRF).
16 hrs, across 4 days per week - fixed term contract until the end of March 2029
Salary : £26541.11 (inc Outer London Weighting)  37.5 FTE -  pro rata for hours worked.


[image: ]  What we give our staff
In addition to NEST pension contributions (minimum income threshold applies), our team at Dacorum Citizens Advice benefit from membership of an employee assistance programme (EAP) , an innovative well-being resource tool, available any time, 24/7. It offers confidential counselling, practical information, legal and digital content to support your mental, physical, social and financial wellbeing. 
We look forward to receiving your completed application and diversity forms by email to: recruitment@dcab.org.uk

We are committed to an inclusive recruitment process so do let us know if you need an alternative format or other adjustment.

Closing date for Applications: Mon 22nd June 2026
Interview Date/s: Thurs 2nd July 2026
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