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Job Description
Job Role 
Job Title:		Money Advice Caseworker 
Reports to:		Lead Caseworker
Location:		CACE Carlisle Office
Hours:		18.75 hours per week
[bookmark: _GoBack]Salary:		Starting from £21,074 (pro rata)


Role Context
As part of the caseworker team, you will provide high quality advice and casework to quality mark standards in the subject area of Money Advice, working across all advice access channels (Face-to-face, Telephone, Webchat and Email).

Role Purpose
· Deliver Money Advice and casework to clients seeking advice. 
· Provide advice and casework to quality standards in the area of Money Advice 
· Deliver Money Advice and casework via the full range of advice access channels offered by the organisation. 

Main duties and responsibilities

Advice & Casework 
· Provide advice and casework covering the full range of Money Advice matters. 
· Act for the client where necessary by calculating, negotiating, drafting or writing letters and telephoning. 
· Negotiate with third parties as appropriate. 
· Ensure income maximisation through the take up of appropriate [specialism] benefits. 
· Prepare and present cases to the appropriate statutory bodies, tribunals and courts as appropriate. 
· Assist clients with other related problems where they are an integral part of their case and refer to other advisers or specialist agencies as appropriate. 
· Make home/outreach visits as necessary. 
· Provide advice and assistance to other staff across the whole range of [specialism] issues. 
· Ensure that all casework conforms to the bureau's Office Manual and the Advice Quality Standard and/or the Specialist Quality Mark as appropriate. 
· Maintain case records for the purpose of continuity of casework, information retrieval, statistical monitoring and report preparation. 
· Ensure that all work conforms to the bureau's systems and procedures. 

Research and campaigns
· Assist with research and campaigns work by providing information about clients' circumstances. 
· Provide statistical information on the number of clients and nature of cases and provide regular reports to bureau management. 
· Monitor service provision to ensure that it reaches the widest possible client group. 
· Promote the importance of research and campaign work at a local, regional and national level and ensure that the organisation has a high profile at all times. 
· Keep up to date with local, regional and national research and campaigning work and issues 
· Alert other staff to local and national issues. 

Service Development 
· Assist with the development of the service locally, regionally and nationally and to publicise the work done as and when necessary. 
· Identify and feedback improvements to services and systems. 
· Review and make recommendations for improvements to organisational services. 

Professional development
· Keep up to date with legislation, case law, policies and procedures relating to [specialism] 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/management team meetings as appropriate. 
· Assist with Service initiatives for the improvement of services. 
· Identify your own learning and development needs in conjunction with your line manager and be prepared to undertake appropriate training in line with the learning and development plan. 
· Achieve/meet competence in line with job role. 




Administration
· Maintain local information systems. 
· Use IT for statistical recording, record keeping and document production. 
· Maintain close liaison with relevant external agencies. 
· Take ownership for monitoring own workload whilst ensuring quality and consistency. 
· Work with the business support team to ensure effective administration support. 

Public relations
· Liaise with statutory and non-statutory organisations and represent the Service to outside bodies, as appropriate. 

Other duties and responsibilities
· Demonstrate commitment to the aims and policies of the CAB service. 
· Abide by health and safety guidelines and share responsibility for own safety and that of colleagues. 
· Present a professional appearance, help maintain an orderly working environment, and act as all times to uphold the good reputation of Citizens Advice Carlisle and Eden and the Citizens Advice network. 
· Ensure client’s and professionals’ experience of Citizens Advice Carlisle & Eden is positive including by taking personal responsibility for answering ringing telephones and promptly dealing with inappropriate behaviour by staff, volunteers or client’s. 
· Work within professional boundaries maintaining safety and appropriate confidentiality at all times. 
· Work cooperatively with colleagues and encourage good teamwork, clear lines of communication and common practices within the organisational team. 
· Comply with all published Citizens Advice Carlisle & Eden policies and procedures. 
· Work flexibly to undertake such other reasonable duties and responsibilities, at any location within reasonable daily travel from your main place of work. 
· Participate in undertaking periodic reviews of this job description for consideration by the management team and trustee board. 
· Undertake any other tasks as directed by your line manager or management team.






Person Specification

Experience (through paid or voluntary work)			
	
1. Knowledge of Money Advice, preferably in a social welfare context
2. Knowledge of Welfare Benefit advice 				
3. Experience of working with the Citizens Advice network or the advice sector	
4. Proven ability and willingness to work as part of a team
				
Knowledge	
		
5. An understanding of and commitment to the Aims and Principles of the Citizens Advice service, including our equality and diversity policies
6. An understanding of and commitment to the Research & Campaigns work undertaken by Citizens Advice
7. A thorough understanding of the issues involved in interviewing clients

Qualifications and training	
		
8. A commitment to continuous professional development, including a willingness to develop knowledge and skills in required areas					
9. Ability to acquire the Citizens Advice General Advice certificate (or equivalent)

Skills and abilities	
							
10. Ability to give and receive feedback objectively, sensitively and a willingness to challenge constructively	
11. Ability to manage workload effectively whilst maintaining a healthy work/life balance	
12. Excellent numeracy skills
13. Proven ability to deal appropriately with a range of people via verbal, written and digital communication methods, with a particular emphasis on negotiation and representation
14. Proven ability to monitor and maintain own standards	
15. Proven ability to use information technology in the provision of advice and in the preparation of reports and submissions 		
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