


[image: ]


Welfare Benefits Caseworker-Supervisor  

Job pack

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

In this pack you’ll find:
· Our values
· 3  things you should know about us
· Overview of the Citizens Advice service
· The role profile and person specification
· Our approach to equality and diversity

	[image: ] Our values
We’re inventive. We’re not afraid of trying new things and learn by getting things wrong. We question every idea to make it better and we change when things aren’t working.
We’re generous. We work together, sharing knowledge and experience to solve problems. We tell it like it is and respect everyone.
We’re responsible. 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.
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	3 things you should know about us



1. Bridport and District Citizens advice is an independent local charity. We are members of the National Citizens Advice Service and part of the consortium of Dorset Citizens Advice offices.

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.
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The Citizens Advice service is made up of Citizens Advice - the national charity - and a network of around 270 local Citizens Advice members.
Bridport and District is a local Citizens Advice office covering an extensive area of Western Dorset which includes 3 towns (Bridport, Beaminster and Lyme Regis) and 24 outlying parishes and parish groups. 

We are an independent charity in our own right. We serve a population of 37,000 people and help 2500 clients a year with benefits, debt, housing, employment and other enquiries. 

We are supported by a small paid staff team and over 70 volunteers. We offer specialist services in benefits, including appeal tribunal representation, and debt advice.  

We work in close partnership with the other Citizens Advice in Dorset (CAiD) including jointly staffing the Dorset Adviceline telephone service.    
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Background 
We have recently been successful in achieving 3 years funding from January 2023 to expand our welfare benefits team. The current team consists of a paid senior specialist caseworker (30 hours per week) assisted by a number of volunteer caseworkers who volunteer a day a week. 
The funding will enable us to recruit another paid welfare benefits specialist to provide additional casework services in areas of deprivation within the Dorset Council area. There will be a particular focus on working closely with the Weymouth Citizens Advice office. The additional resource will mean we are able to support a greater number of volunteers to develop welfare benefits casework skills within the benefits team. Alongside the senior specialist the new postholder will contribute to  consultancy support to the other Dorset offices and help support complex benefit enquiries arising from various channels such as the Dorset Adviceline telephone service. 


· The role
To provide specialist welfare benefits casework and consultancy, including representation at benefits appeals. To support colleagues with welfare benefit enquiries through one-to-one support, supervision, mentoring, and training. To assist with internal and external audit requirements and with improving quality processes concerning welfare benefits advice in the bureau.
To work with other Dorset Citizens Advice to provide casework and/or consultancy support as required. Although the post will be based at Citizens Advice Bridport and District there may be a need to travel to other Dorset offices, in particular the Weymouth office, to fulfil this requirement.
You will be a highly motivated, strong team player with excellent interpersonal and organisational skills. You will have the ability to understand written and oral information of some complexity; have good numeracy and effective oral and written communication skills. 
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	 Job Title:
	 Welfare Benefits Caseworker-Supervisor 

	 Reporting to:
	[bookmark: _GoBack]Senior Benefits Caseworker/Advice Services Manager, Bridport and District Citizens Advice

	 Salary:
	Up to £26,975 (gross FTE, pay band subject to experience)

	 Hours of work
	32 per week

	 Location:
	Bridport office 
Travel: some travel across Dorset Council area will be required to facilitate partnership working with other local Citizens Advice offices.  

	 Role purpose:
	· Undertaking welfare benefits casework on behalf of clients, including representation at appeals.
· Providing support and supervision to volunteer advisers carrying out welfare benefits casework within our benefits team. This can be across multiple enquiry channels (e.g. face to face, phone and digital)
· Ensuring the quality of welfare benefits advice delivered by volunteer caseworkers and designated relevant staff is of a high standard and meets the National Citizens Advice quality standards and funder requirements 
· Providing feedback to volunteer caseworkers advisers and identifying training needs where appropriate

	
	
	
	
	




	 Training
	Attend learning events and carry out learning activities in line with Continuing Professional Development requirements for the role.
There is a requirement for continuous self-development. 

	Role Requirements


















Role Requirements

 


	
Casework

· Ensure income maximisation through benefit checks and the take up of appropriate welfare benefits.

· Provide casework covering the full range of welfare benefits.

· Prepare and present cases to the appropriate statutory bodies, tribunals and courts as appropriate.

· Make outreach visits as necessary.

· Ensure that all casework conforms to the 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 office systems and procedures.

· Keep up to date with legislation, case law, policies and procedures relating to welfare benefits and undertake appropriate training.


Supervision

· Provide an appropriate level of support and supervision to designated volunteers and staff depending on their level of competence.

· Assist with monitoring the case records / telephone calls of designated volunteers to meet quality standards and funder agreements as required.

· Assist as appropriate to ensure remedial and developmental issues are identified and acted on to develop individuals, improve the quality of advice, and ensure clients do not suffer detriment due to poor or inadequate advice.

	
	Operational 

· Maintain effective admin systems and records, work cooperatively with colleagues, encourage good team work and clear lines of communication. Attend internal and external meetings as required. 

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

· Carry out other tasks that may be within the scope of the post to ensure the effective delivery and development of the service as directed.

· Assist with research and campaigns activities as necessary.

· Prepare for and attend supervision sessions/team meetings/management team or external meetings as appropriate.

· Use IT for statistical recording, record keeping and document production.

·  Record outcomes data as directed.

· Contribute to a positive working environment in which equality and diversity are well-managed, dignity at work is upheld and staff and volunteers can perform optimally.

	

	

	












Role Requirements
	Learning and Development 


· Keep technical knowledge up to date and provide technical support to volunteer advisers.

· Contribute to the assessment of competence of designated volunteers or staff as required.

· Ability to identify and provide feedback on learning and development needs of self and volunteers working in the team and contribute to the organisation’s training plan

· Commitment to ongoing training and development

· Contribute to internal and external learning and development activities to ensure the competence and continuing development of designated volunteers and staff.

· Keep up to date with policies and procedures relevant to bureau work and undertake appropriate training.



	

	Quality of Advice 

· Undertake file reviews, as directed, for members of the benefits team to ensure quality of advice and compliance with relevant Citizens Advice membership and other regulatory bodies’ standards 

	
	Networking

· Develop links with statutory and non-statutory agencies relevant to the role.

· Use skills and competences to promote the organisation and foster good relationships with external organisations.
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Essential
1. Substantial experience of giving welfare benefits advice across the range of benefits.  

2. Ability to communicate effectively verbally and in writing.

3. Ability to research, analyse & interpret complex information and present this clearly to a range of different audiences. 

4. Demonstrable understanding of the issues involved in interviewing clients.

5. An up-to-date understanding of equality and diversity and its application to providing advice.

6. Commitment to, and ability to work within, the aims, principles and policies of the Citizens Advice service. 

7. Good numeracy and ability to check accuracy of calculations.

8. Ability to use casework systems and procedures, IT systems and packages, electronic resources in the provision of advice.

Desirable
9. Experience of challenging benefit decisions/representing clients at welfare benefit appeals.




The Citizens Advice service values diversity, promotes equality and challenges discrimination. We encourage and welcome applications from people of all backgrounds. We particularly welcome applications from disabled and Black, Asian and Minority Ethnic people, as they are currently under represented in our workforce
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