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Debt Caseworker  

	Job title
	Debt Caseworker

	Reporting to
	Head of Specialist Advice Services
Service Delivery Manager

	Hours
	37 hours (Maternity Cover) 

	Starting salary
	(£27,111 Trainee rate pro rate per annum)
Trainee rate will be applicable until training is passed and competence in the role is reached, pay will then increase to £30,743

	Contract
	To begin 1st October for 10 months

	Work base
	One of our office locations in Hull, Beverley, Bridlington or Goole with travel to the others as required.

	Responsibilities 
	
	

	
Purpose of the Post:


This post has been established to deliver Specialist Debt and Money Advice to residents across Hull and the East Riding.

The service is delivered via telephone, email, and in person in CAHER offices and at outreach locations.
  
We assess each client’s circumstances, level of need, and adapt our support accordingly to make sure people get the support they need in the way they want to receive it. 

This project is a dynamic one and as such the post holder will be sensitive and flexible to changes in demand, delivery structure of the service and Key Performance Indicators’ that may change over time. 

The post holder must be positively self-motivated to enable them to meet the projects performance targets and deliver the best possible service to the public.

i) Provide advice to clients with a focus on Debt exploration and insolvency advice in compliance with Financial Conduct Authority (FCA) regulations.
ii) Support clients by maximising their income, reducing financial exclusion and inequalities providing a person-centred, holistic advice.
Service Delivery
1. To provide a legal advice service to the Citizens Advice and Money and Pension Service (MaPS) standards via telephone advice, digital advice (email and webchat), and face to face delivery including in the client's home.

2. Advice will cover debt, income maximisation, financial inclusion. 

3. Act for the client where necessary, drafting letters, submissions and financial statements and conducting calculation, negotiating with third parties as appropriate on behalf of the client.

4. Assist clients with other related advice issues where they are an integral part of their case and refer to other CAHER projects or external organisations as appropriate.

5. Attend stakeholder events as required.

6. Ensure that all casework conforms to the organisation’s office manual Citizens Advice quality standards and Money and Pensions Service (Maps) quality standards

7. Maintain accurate case records for the purpose of continuity of casework, information retrieval, and statistical monitoring and report preparation adhering to strict time deadlines to move the case forwards.

8. Contribute to reports for the Service Delivery Manager, Head of Specialist Advice Services and Trustee Board as requested e.g. Producing client case studies that demonstrate the impact of the project.

9. Hybrid working Policy, there is an expectation that you will work a minimum of 60% of your time from a CAHER office and for a higher percentage if service delivery requires it. Located across our Hull and East Riding offices as required. There is an expectation that you may need to travel between CAHER offices.

Professional Development

1. To maintain continuous professional development and keep up to date with legislation, case law, policies and procedures relating to advice law areas and attend appropriate training

2. To attend relevant internal and external meetings as agreed with the Service delivery Manager and prepare for and attend supervision sessions.

Training and Development
1. In conjunction with the Service Delivery Manager, Head of Specialist Advice Services, Volunteer Support and Training Officer, ensure volunteers and paid staff are supported appropriately through the practice learning stages of the Certificate Course for the role

2. Support other staff contributing to the project and the wider CAHER 

3. Attend and actively contribute to team meetings and feedback to the Team leader on issues and training needs arising from the advice sessions and day-to-day work

Research & Campaigning

1. Ensure that relevant research and campaigning issues are identified by providing information about clients’ circumstances, statistical information, profile information and cases studies, contribute to collective team data collection that demonstrates the projects impact.

2. Participate in Social Policy work and assist to raise awareness throughout the service.

3. Ensure that data and outcome collection and accuracy are a core focus of your role and the wider team.
Administration
1. Use IT, for accurate statistical recording, record keeping and document production.

2. Maintain reference material and local information systems.

3. Ensure that all work conforms to Citizens Advice’ administrative policies, procedures and the direction provided in the Office Manual.
General

1. Advise the Technical Supervisor/Quality Officer as well as Service Delivery Manager of staffing, service delivery and quality of advice issues, work with them to resolve and find resolution to such issues.

2. Promote the work of the CAHER service to individuals, groups and organisations both in-house and with external stakeholders via promotional material and attendance at events

3. Attend regular team, internal, external meetings as required

4. To abide by Health and Safety policies and procedures and share responsibility for your own safety and that of colleagues, clients and visitors to CAHER

5. Ensure that Citizens Advice policies in relation to confidentiality, equal opportunities and anti-discrimination, safeguarding and all other CAHER policies and procedures are observed and actively promoted

6. Uphold the aims and principles of the Citizens Advice service and its equality and diversity policies.

7. Demonstrate a consistent commitment to CAHER’s core values—Collaboration, Innovation, and Accountability - by integrating them into your daily work practices, thereby contributing to the success of your role and the broader objectives of CAHER.

8. [bookmark: _Hlk207380216]There is an expectation that this role will involve face-to-face support of clients, paid staff and volunteers, as well as in-person attendance at meetings, and stakeholder events. Ability to travel to outreach sessions and home visits primarily in the East Riding.

9. To undertake any other duties as are necessary to ensure the effective delivery and development of the service and which are commensurate with the responsibilities of this post and support the wider roles within CAHER. 





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.
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Person Specification

This criteria is used to assess at the shortlisting stage.  Please give examples of these points on your application form in Section 2.  

Attitudes

1. A commitment to the values, aims, principles and policies of the Citizens Advice service and a strong and impartial commitment to assisting individuals with poverty-related problems.

Knowledge and Experience

2. Knowledge of the current law in relation to Debt and money advice, and how other areas of advice interconnect with money advice. Knowledge of other areas of advice work and how they interconnect. Ability to demonstrate how you keep your knowledge and that of teams up to date.

3. An understanding of debt and money advice topic and a willingness to quickly gain competence and develop expertise in this area.

4. Experience of a wide range of IT systems, including Windows Office suite and databases, e-mail, and the internet.

5. Experience of working to achieve targets set by your line manager or funding body.

6. Demonstrate your ability and understanding of the importance of support, coaching, developing and motivating peers and colleagues. Give and receive constructive feedback kindly and objectively.

Skills and Ability

7. Ability to interview clients using sensitive listening and questioning skills to get to the root of the issues and empower clients, whilst maintaining structure and control of meetings

8. Effective oral and written communication skills with the ability to communicate with members of the public from different backgrounds, decision makers, and other outside bodies, advocating on behalf of clients. Preparing reviews, reports, and correspondence. Consulting with creditors, statutory agencies, and other voluntary sector agencies as required.

9. Numerate, with good written communication skills to complete budgets, benefit calculations, financial statements, budgets, complex forms, and correspondence on behalf of clients. 

10.     Ability to research, analyse and interpret complex information and produce and 
         present clear reports verbally and in writing. Understanding of the issues affecting
         society and their implications for clients and service provision. 

11. [bookmark: _Hlk207376447]The ability to be self-servicing, to prioritise tasks, manage an ongoing caseload. 
     Identify and work to deadlines and to manage time effectively under own initiative.  
    The ability to work both independently with minimum supervision, and as part of a
[bookmark: _Hlk207380161]     team, meet deadlines and manage workload in a pressured environment. The   	ability to work effectively as part of a team but with minimum supervision.

12. Ability to travel to other CAHER offices, outreach sessions and home visits primarily 	in the East Riding and a desire to network with stakeholders, promoting the 		advice project and wider CAHER, with travel to outreach venues, partner premises 	within the Hull and East Riding area.

13. A desire to network with stakeholders, promoting the advice project and wider CAHER, with travel to outreach venues, partner premises within the Hull and East Riding area

Desirable requirements:

14.     ‘Help to Claim’ certification.

15.     ‘Generalist advice’ certification

16.     One or more years’ experience providing or Debt and money advice, or relevant qualifications


We value diversity, promote equality and challenge discrimination	1
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