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Introduction from Chair of the Board of Trustees

Dear Candidate

Thank you for your interest in the role of Chief Executive of Citizens Advice
Wokingham.

Citizens Advice Wokingham (CAW) is a vital resource for the community, offering free,
confidential, impartial advice, information, and support to residents of Wokingham
Borough since 1977.

Through our borough-wide service, which includes two physical offices, a Mobile
Advice Unit, home visiting services, and telephone advice, we strive to reach and
assist as many members of the community as possible. Last year, our team of 22
staff and 66 volunteers helped over 5,500 clients with more than 21,000 issues.

Our vision is to be the go-to charity in Wokingham, making a positive and lasting
difference in people's lives. Our dedicated and hard-working staff have made
excellent progress to deliver on that vision.

The Chief Executive’s position is key to our organisation and requires vision and
energy to ensure that CAW remains well placed to drive improvements and face
future challenges. We are open to new ideas and changes to enhance our ability to
deliver our vision.

The role therefore requires strategic vision, stakeholder management, and
operational management experience of the delivery of advice and customer facing
services. We are open to flexible working and believe the role could be undertaken
on a full time or part time basis . We are also open to considering applications from
candidates who want to develop their career and are looking to take up their first
CEO role.

Finally, and most importantly, that you are passionate about the work of the Citizens
Advice service, its vision, aims, and values and that you will act at all times as an
ambassador for the organisation.

I am proud to chair this vital organisation. I hope the opportunity to join us appeals
to you and if you have the skills we are looking for, I would love to hear from you.

Anne Deller
Interim Chair, Trustee Board



Our vision, aims and values

Our vision is to be the go-to charity in Wokingham, making a positive and lasting
difference to the lives of people living and/or working in the Borough. We are a
helping hand for people who need help navigating through life, helping them find a
way forward with many of their life’s issues.

We encourage our team to test and learn by trying new things and we support
each other to learn from what went well, and what didn’t. We question every idea
to make it better and we adapt when things aren’t working.

We’re approachable. We collaborate with our community stakeholders and
partners to find the best way forward for our clients. Our aim is always to ensure
that our services reach those who need us. We are transparent, honest and act
with integrity. We welcome change and are not afraid to adapt.

We’re confident - we do what we say we’ll do and keep our promises. We remember
that we work for a charity and use our resources effectively. We’re proud of what we
do and adapt to the changing needs of clients and society, promoting access to those
in greatest need.

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 in our borough 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.

About Citizens Advice Wokingham

We are an independent limited company with charitable status. Services are
delivered by a small team of paid staff and a large volunteer team. CAW has a Board
of Trustees who work on a voluntary basis and are ultimately responsible for the
work and development of the organisation.

CAW provides free, high-quality advice, information and support on various
issues including welfare benefits, debt, housing, employment law, relationships &
family and much more.

We have two offices, one in Wokingham and one in Woodley and we also have a
Mobile Advice Unit which means we can extend our reach across the Borough.
Our team comprises 56 volunteers, 7 trustees, and 22 paid staff.



In 2023: 
● Clients: We assisted 5,738 people in Wokingham Borough Issues: We have

helped in identifying & tackling 21,016 issues - nearly four issues per client on
average

● Outcomes for clients: Income Gain: £1,021,710
● Debt written off: £421,346
●

For the last two years, 100% of our staff and volunteers said they would recommend
us as a place to work or volunteer in our annual people survey.

Throughout and following the COVID-19 pandemic, we have provided the One Front
Door for Wokingham Borough, a central point of contact for any issues - where we
provide our advice and information services and signpost clients to other charities
for a range of problems. This has been a huge success, ensuring that people can get
the help they need when they need it.

Due to the effects of the current Cost of Living Crisis, our charity is at a significant
crossroads: demand has increased significantly over the past year, and arguably we
have never been needed more in our 43-year existence in Wokingham. You can find
out more details about our charity at www.citizensadvicewokingham.org.uk , and a
copy of our business plan is available upon request.

Information about the Role

The Chief Executive is responsible to the Trustee Board through the Chair of the
Board and has delegated responsibility from the Board for the conduct of the whole
business. A key part of the role is to service and advise the Trustee Board in carrying
out their responsibilities in maintaining an overview of the organisation and in
making appropriate strategy, policy and financial decisions.

The CEO acts as an ambassador for the charity, forging significant links with key
stakeholders in the community. They have the independence to run the local
organisation with the full support of the National Citizens Advice network and a
committed and capable local Board of Trustees.

The role involves leading a team of passionate staff and volunteers and offers the
chance to build on a positive culture where everyone feels motivated, informed
and able to do their best.

http://www.citizensadvicewokingham.org.uk


As Chief Executive you will have experience of leading people and understand the
challenges of the voluntary sector. This is an exciting opportunity to support what
is working well but make further changes to update our strategy, strengthen the
focus on client delivery and improve efficiency.

The successful candidate will be confident and positive, comfortable with engaging
proactively with a range of key stakeholders on a local and national level.
Experience of Citizens Advice is an advantage but not essential. More important
is a willingness to work with the Board of Trustees to create a happy and helpful
service which really makes a difference in the local community.



Organisation chart



Job Description

Chief Executive Job Description

Context of role: Head of Citizens Advice Wokingham’s management

team.

Line manager: Chair of Trustees.

Responsible for: All staff, supervisor team, project workers

and volunteers.

Role purpose: To lead the charity, ensuring it is resourced and
managed to deliver a range of advice services to clients.

Normal place of work: Primarily office based in Waterford House with the
option of some remote working as agreed.

Hours: This role could be undertaken on a full time or part time
basis. We are open to a conversation about flexible
working arrangements.

Salary: circa £60,000 (FTE), depending on experience.



Role overview

The Chief Executive Officer is the most senior employee of the organisation and is
responsible for:

● Working with the Board to develop a strategy that reflects the mission,
vision, and values of CAW and delivers the organisation’s services across
Wokingham Borough and in partnership, where appropriate, with other
organisations.

● Establish sustainable and diverse funding opportunities and ensure all
human and financial resources are managed properly and effectively.

● Provide high quality leadership and develop a positive and inclusive
organisational culture that promotes teamwork, creativity, and collaboration.

● Promote the interests of the charity at local and national levels and forge
strong links and partnerships with funders and key stakeholders.

● Lead and oversee the day-to-day operations of the organisation, ensuring
high quality services are delivered to clients and compliance with all relevant
legislation, regulations, and best practice.

● Develop and improve the efficiency of the services within the organisation
and across the area of Wokingham Borough.

● Ensure the financial stability and sustainability of the organisation through
effective budgeting, resource management and financial controls.

● Deliver regular and accurate reports to the Board of Trustees to enable them
to have clear oversight of the business performance, risks & issues.



Person Specification

Essential criteria:

● Understanding of the Voluntary and Community sector and, in particular,
knowledge of the strategic and policy environment that the advice sector
operates within.

● Understanding of, and a commitment to, the Aims and Principles of the
Citizens Advice service, including the service’s equality and diversity policies.

● Demonstrable experience of leading a team that motivates and develops all
staff and volunteers to their full potential, with experience of developing a
positive culture.

● Demonstrable track record of financial management and budgetary control
and the ability to prepare and manage a budget.

● Excellent interpersonal and communication skills, with an ability to develop
strong and lasting relationships with a broad range of stakeholders including
funding bodies and donors using open and honest communication skills.

● Track record of successful income generation through fundraising,
commissioning, grants and marketing activities.

Desirable criteria:

● Experience of working with the Citizens Advice service or an organisation
which offers advice services.

● Demonstrable understanding of the operations of local and national
government, the administration of public and legal service services, and
commissioning.

● Senior management experience or higher within the voluntary sector.

● Hold a full UK driving licence.



Key accountabilities and responsibilities

Planning and Development
● In conjunction with the governing body, develop, implement and

monitor the strategic business and development plan as required by
the Citizens Advice membership scheme.

● Maintain an awareness of the operating environment such as
those legislative developments, social trends and local needs
likely to affect demand for advice and opportunities for service
development.

● Translate organisational objectives into team and individual work
plans with clear and realistic targets.

● Participate in Citizens Advice initiatives as appropriate and
contribute to the work of national and regional committees and
working parties.

● Develop IT and other resource needs and strategies within Citizens
Advice guidelines.

Supporting the Governing body
● Arrange and attend meetings of the organisation's governing body,

including the annual general meeting and any special general
meetings as required.

● Advise the governing body on financial, staffing and service delivery
issues and on compliance with the Citizens Advice membership
scheme and all other relevant legislation.

● Regularly report on progress against the strategic business plan and
agreed objectives.

● Prepare and draft the organisation's annual report.

Service Delivery
● Work closely with the Head of Operations to maintain the provision of

specialist advice services.

● Have an awareness of organisational and technological developments
and ensure that the service operates in ways which make best
possible use of the resources available.

● Ensure that each service location is adequately managed, staffed
and resourced.

● Ensure that consistent practices are developed and maintained to
ensure that service standard are met, and appropriate systems are in
place for staff supervision, case recording, statistics, follow-up work
and quality control.



Resource Acquisition and Maintenance

● Research and respond to advice needs, in particular the needs of identified
disadvantaged groups and the different geographical areas.

● Develop the organisation's funding base by identifying potential funding
opportunities and making funding applications consistent with the aims of
the organisation and the operating environment.

● Negotiate and review all grants and service agreements ensuring that existing
services are adequately funded, and appropriate grant applications are
made.

● Maintain appropriate relations with funders, fulfilling all reporting
requirements and ensuring compliance with contracts.

Financial Management

● Ensure that day-to-day financial control of the service is within
budget.

● Ensure that all finances are properly administered and monitored
and that appropriate financial regulations and controls are in place
and in use at all times.

● Ensure proper allocation of resources across the organisation.

● Prepare and review detailed budgets for approval by the
governing body in conjunction with the treasurer and / or
appropriate sub-committee and auditors.

● Make regular reports on income, expenditure and any variations
from budgets.

● Oversee the correct preparation of accounts and financial
statements in conjunction with the treasurer and / or appropriate
sub-committee and auditors.

● Ensure that all financial reporting obligations are met in relation
to submissions for funding, grant aid, contracts and any other
initiatives.

● Act as cheque signatory and authorise expenditure up to agreed
limits.

Staff and Volunteer Management

● Create a safe & positive working environment in which equality and
diversity are well-managed, dignity at work is upheld and staff can
continue to learn, grow & perform.

● Ensure the effective performance management and development
of all staff, through regular supervision sessions and the appraisal
process.

● Regularly evaluate staff learning and development, and ensure that
learning and development needs are identified and met in
accordance with Citizens Advice standards.

● Set up and maintain regular communication channels with staff and



volunteers.

● Establish and implement a recruitment, induction and staff
development policy in conjunction with the management team and
the Trustee Board.

● In accordance with Citizens Advice and organisational procedures,
assist the governing body in implementing and monitoring
employment policies and procedures.

● Act as Safeguarding Lead to ensure the service is safe, compliant and
all relevant guidelines are followed.

Public Relations and Research and Campaigns
● Develop and oversee appropriate publicity through effective

relations with the media, stakeholders, and partners, to promote
and protect the aims, principles, policies, interests and reputation
of the service both locally and nationally and ensure that the
organisation has a high profile at all times.

● Ensure the development of research and campaigns and instigate
systems and procedures in line with the research and campaigns
requirements of the membership scheme.

● Develop effective relations with appropriate authorities,
agencies, organisations and individuals at local and national
levels, including councillors, MPs and local and national
statutory and non-statutory organisations.

● Liaise with National Citizens Advice and contribute to its work
at regional and national levels where appropriate.

Administration

● Establish, maintain and monitor effective administrative systems including
the monitoring of the complaints procedures in accordance with Citizens
Advice requirements.

● Ensure that the service is adequately accommodated and equipped
in consideration of the needs of clients and staff and the effective
operation of the service.

● Act as health and safety officer to ensure that health and safety
policies and procedures for staff, premises and equipment are
agreed and maintained and comply with statutory requirements.

● Use ICT as required for the role.

● Undertake such other duties as may lie within the scope of this post to
ensure the effective delivery and development of the service.



What we offer our staff

We value the people who work here, and we show that in what we offer. As well as
things like annual leave and our workplace pension, working at Citizens Advice
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.

Employee assistance programme. Everyone working at Citizens Advice has
immediate access to professional and completely confidential counselling and legal
advisory services.

Support when things in your life change. We’ll be there for you with options for
flexible working, career breaks, and support for parents and carers.

We are supported by a local Training Manager who will happily speak to you about
any training needs you have.

All of our staff are signed up to the LifeWorks Employee Assistance Program, all
staff, volunteers and trustees are also signed up to TogetherAll for support with
mental health and wellbeing.

Equality and diversity

Citizens Advice as a service and network 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.

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.

We’re committed to progress on age, disability, gender, race, religion and belief,
sexual orientation and broader equality and human rights issues.



Terms and conditions
1. Proficient salary: As advertised.

Appointment may be at an initial salary level (90 or 95% of the proficient salary) or
at the proficient salary, depending upon skills and abilities as assessed during the
recruitment process.

2. Annual/total leave

On appointment to a full-time role, the post holder will be entitled to 28 days annual
leave plus statutory Bank Holidays. This will be calculated on a pro rata basis for
part timers.

3. Pension scheme

Our scheme is known as Growth Plan Series 4 'Money Purchase'. This is set at
10% employer contributions and 6% employee contributions.

Further details of this scheme will be provided to the successful applicant at offer
and contract stage.

4. Learning and development

Citizens Advice Wokingham has a training and workforce development plan. This
will mean that training for your current job, and other opportunities relevant to
Citizens Advice will be provided and you will be encouraged to take an active role.

5. References and disclosing and barring services check (DBS)

All job offers are subject to the receipt of two satisfactory references: This position
will also require the successful candidate to undergo an enhanced DBS check.

6. Dignity at work

Citizens Advice Wokingham is committed to providing a culture in which all staff
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
are expected to have read and understood our Dignity at Work Policy and to
ensure they behave in accordance with its principles. All staff 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.



7. Probationary period

New appointments are subject to 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’s discretion, an extension of the
probationary period by a further three months.

8. 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 an interview.

9. Location

Wokingham and Woodley

10. Employment status

Permanent

11. Flexibility

Our roles are open to discussion about flexible working, which may include
arrangements such as part-time working, fixed (non-standard) working hours,
some working from home and job-sharing.

12. Hours of work

For full time employees the role is 37.5 hours per week and we are open to a
conversation about working hours.

Normal full time working hours are 9 - 5, Monday to Friday, although these hours
may vary from week to week to meet the needs of the job.

13. 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 1996. 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 CAW does not
hold a sponsor licence and, therefore, cannot issue certificates of sponsorship
under the points-based system.

How to apply

To apply, send:



a. your CV

b. A Supporting Statement of no more than two A4 pages describing
your motivation for the role and how your experience fits with the
Essential Criteria shown on page 10.

c. the diversity monitoring form which can be found here

The information you provide when submitting your application will help us
monitor our progress towards Citizens Advice Wokingham becoming a
diverse and inclusive employer.

Please send these to bill.feeney@citizensadvicewokingham.org.uk no later than
noon on 21 March 2024.

The selection process

Shortlisted candidates will be invited to a process which will involve;;

● A presentation to a small group of CAW representatives followed by an
informal discussion with staff and volunteers with the opportunity for
you to ask questions and learn more about the role and the
organisation. If shortlisted for this stage, further information about the
presentation will be provided.

● A panel interview with at least two Trustees in order to have a more
in-depth discussion of your previous experience in relation to the
criteria set out in the Person Specification.

The deadline for applications is 12pm on 21 March 2024. The process will run
during w/c 1 April and 8 April.

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 an 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.

Want to learn more about this role?

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

Bill Feeney – Interim CEO, by emailing:

bill.feeney@citizensadvicewokingham.org.uk
or by telephone on 07900 321 306

https://docs.google.com/document/d/1sOYOwmpTfkP2W5gzoavig-EC8TkY_NPZ/edit?usp=share_link&ouid=107448619596116627232&rtpof=true&sd=true
mailto:bill.feeney@citizensadvicewokingham.org.uk
mailto:bill.feeney@citizensadvicewokingham.org.uk

