Debt Caseworker
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	Job title 
	CEDA Debt Caseworker

	Reporting to 
	To be confirmed

	Salary 
	£26,500 fte starting salary, rising to £27,070 fte.

	Hours of work 
	37/week

	Location: 
	Grantham or Spalding office
	Travel H/M/L: L

	Role purpose: 
	To deliver good quality information, advice and casework to clients in debt, with due regard to the aims, policies and procedures of the organisation and service, working within a client focussed and responsive team. 
This will be delivered via phone at our contact centre and you’ll support clients who access the service directly as well as those that have a pre-booked appointment.


	Key 
accountabilities
	Key elements/Tasks

	Working with 
Clients
	Provide a full range of debt advice and casework: 
· Sensitively explore the client’s situation, including household and financial circumstances and details of debts 
· Identify areas where clients could maximise income or minimise expenditure, such as benefit claims, and offer support or signpost/refer to other agencies where appropriate
·  Provide information and advice to empower clients to act on their own behalf, including signposting to other agencies where appropriate 
· Explore options and implications to enable the client to make informed decisions 
· Provide full casework to the client where necessary, identifying the debt issue through to its resolution
· Provide the advice and/or casework through a mixture of phone and video channels

	Training 
	· Attend and complete debt advice training to advice level followed by specialist training (to casework level). 
· Attend learning events and carry out learning activities in line with Continuing Professional Development requirements for debt advisers 
· Keep up to date with legislation, case law, policies and procedures relating to money advice, and attend appropriate training; including reading relevant publications 
· To identify and develop your own learning opportunities

	Contribute to team
	· Contribute to the efficient working of the team in delivering against the project delivery requirements 
· Engage with team members, sharing knowledge and good practice and supporting each other to problem solve 
· Attend and participate in local team meetings, Money Advice Groups, project regional manager/adviser events and National Citizens Advice conferences as recommended by your line manager

	Customer service 
	Handle inbound calls from clients seeking help with their debts within agreed timescales and booking advice/casework appointments where appropriate. 
Support clients in a professional manner and with sensitivity and confidentiality to their situation.

	Management 
Information
	· Set up and maintain casework and other admin systems as required 
· Maintain client records to required standards on the organisation’s management information system 
· Ensure clients are encouraged to feedback on the service they received. Share with management and team for continuous development of service delivery

	Quality 
	Continually meet the requirements of the project’s Quality Framework, MaPS Standards, FCA Regulations  and engage with Quality supervision and support services

	Equality and 
Diversity
	Ensure that work undertaken reflects and supports the service’s Equality and Diversity Strategy

	IT Proficiency
	Develop and maintain Information Technology proficiency to support your work requirements

	Other 
	Participate in research & campaigns work, as organised within the organisation and at regional or national level by raising evidence forms, providing case studies etc 

Comply with all the organisation’s published policies and procedures, with attention to Health and Safety, Risk Management, Confidentiality, Home Working policies and Equal Opportunities. 
Uphold the aims and principles of the organisation Undertake any other duties as might be reasonably required within the scope of the role.
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Essential Criteria 
1. An ability to demonstrate a high level of commitment to training and good understanding/experience of the processes in dealing with advice giving
2. The ability to prioritise tasks and work to deadlines using own initiative 
3. Experience of working in a contact centre environment 
4. The ability to communicate effectively, both orally and in writing with a range of people and organisations 
5. Good numeracy skills with the ability to carry out efficient calculations and prepare budgets for clients 
6. Ability to use IT for statistical recording, record keeping and document production 
7. The ability to work effectively and collaboratively as part of a team and work without close supervision 
8. Ability and willingness to follow agreed procedures 
9. Ability to work in a sensitive, enabling and non-judgemental way with people from a wide range of backgrounds 
10. Ability to maintain confidentiality and appropriate professional boundaries 
11. Understanding of and commitment to the aims and principles of the Citizens Advice service. 


Desirable Criteria: 
1. Experience of debt advice giving
2. Experience of working with people with mental health issues, or people with disabilities.  
3. Generalist advice work experience
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