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Job Information Pack

This pack contains the following information:

· Job Details

· The Application Process

· Overview of CAE
· Job Description

· Person Specification

Job Details

Job title:
Money Advice Liaison
Reporting to:
Advice Services Manager - Money
Location:
Leith CAB, 23 Dalmeny Street, Edinburgh, EH6 8PG
Employer:
Citizens Advice Edinburgh, 58 Dundas Street, Edinburgh, 

EH3 6QZ

Salary:
£22,000 (Pro-Rata)
Benefits:
25 days annual leave and 10 public holidays pro rata and a 7% non-contributory pension

Hours:
17.5 hours per week 
Work Pattern
Mon-Fri
Term:

Fixed Term until 31st March 2023
The Application Process

Application deadline:
Noon Friday 17th of June 2022
Interview date:

Wednesday 22nd of June 2022
Interview location:

Via video call (Zoom)
Interview format:

50-minute interview

Please email your applications to: 
Andrew Nicolson, Advice Services Manager – Debt & Money Advice (andrewnicolson@cabedinburgh.org.uk) 
About Citizens Advice Edinburgh
The Citizens Advice Service was first established in Edinburgh in 1939. 
Over the years it has grown to deliver services from 5 main Bureaux (Dundas Street, Gorgie/Dalry, Leith, Muirhouse and Portobello) and over 20 project/outreach locations across the capital.  In 2007 the separate Bureaux merged to form Citizens Advice Edinburgh (CAE). 
Through a small team of core and project staff and around 200 highly trained and committed volunteers, CAE provides a free, confidential, independent and impartial service to the citizens of Edinburgh on a wide range of issues including:

· Debt and money

· Welfare Rights

· Consumer issues

· Immigration 

· Employment and workforce problems 

· Housing

· Relationship and family issues

· Discrimination

· Health services

· Legal rights & responsibilities

The charity is a trusted and well-respected organisation. It enjoys high levels of client satisfaction and the excellence of its training programme is widely recognised. Its volunteer workforce and paid staff are fully committed and strive, with limited resources, to provide the advice sought by thousands of clients each year.

For a full overview of all our services and current work, please visit our website at: www.citizensadviceedinburgh.org.uk
Job Description
Money Advice Liaison
Summary of Role 
Citizens Advice Edinburgh is a trusted provider of money and debt advice.  Our Generalist Advisers provide clients with a holistic assessment of their financial situation and assist with single debt issues.  Clients with multiple and complex debt are referred directly to our dedicated Money Advice team, comprised of 5 part-time Money Advisers, 4 part-time Administrators, 2 current Money Advice Liaison Officers and a Money Advice Manager. The team is comprised of both paid staff and volunteers. 
In 2021 we were able to increase the capacity and efficiency of CAE’s Money Advice service with the support of funding from the Financial Services Levy for debt advice, allocated by the Scottish Government. The programme is managed by the Scottish Legal Aid Board (SLAB) and is testing ideas that allow existing debt advice staff to achieve a more effective resolution of debt problems within free advice services.

The Debt Advice Journey Programme objectives are to manage demand for debt advice and improve ways of working at key stages of its delivery. CAE is looking to recruit a 0.5 FTE Money Advice Liaison to join our existing team of 2 FTE Liaison officers. The team works predominantly within our Leith Bureau, however staff are required to work flexibly across other bureaux locations, and to work remotely from home if circumstances dictate.

Addressing issues with money and debt can be daunting - clients may struggle to gather information about their situation and to see the process through.  Our aim is to help clients to fully prepare for their contact with a Money Adviser, improving their experience of receiving advice and reducing the likelihood that they will disengage before their difficulties are resolved.  To achieve this, the Money Advice Liaison will contact clients to discuss the information gathering process and to offer support.  They will provide a consistent point of contact, building relationships with clients; communicate expediently using the client’s preferred channel; identify and gather any documentation that is required; and manage client appointments.  The Liaisons will work closely with Money Advisers to chase creditor responses and compile evidence for formal solutions, and will develop relationships with partner agencies.  This approach will streamline the Money Advice process, enabling advisers to focus on their core role, and improving efficiency for all parties.
The Liaison role may provide a pathway into becoming a Money Adviser, for those who wish to develop their skills and experience in this area.
Responsibilities
1.        Client Support
· Communicate promptly, professionally, and empathetically with clients, using appropriate channels for their needs

· Deliver tailored support to clients, educating and empowering them throughout the money advice process
· Provide a consistent link between clients, money advisers and partner agencies

· Provide accurate information

· Use technology (e.g., Open Banking, video conferencing, webchat) to maximise the efficiency of support provided to clients
· Assist in audit processes

· Attend training to stay abreast of relevant money advice legislation
2.        Case Management 

· Manage paperwork efficiently

· Coordinate client appointments
· Refer clients to other CAE volunteer or staff specialists if appropriate

· Build relationships with external agencies to enhance communication

· Manage referrals to and from external agencies and partner organisations

3         Project reporting and statistics 

· Ensure that accurate, legible and comprehensive case records are kept

· Ensure that accurate statistics are available for reports as required

· Work closely with the Advice Services Manager to demonstrate successful outcomes and develop the service

 
4.        Other duties

· Take responsibility for maintaining records and completing reports on work and activities as required for funders, auditors or publications

· Carry out promotional activities as necessary to seek to establish and maintain a steady flow of client referrals

· Implement organisational Equality Policies

· Liaise with Money Advice Team Administrators to ensure tasks are completed, as required

· Any other reasonable tasks as requested by the senior management team
Person Specification

Essential criteria

· Strong Administrative experience

· Excellent communication and interpersonal skills
· Ability to understand and empathise with clients

· Ability to work collaboratively with colleagues to complete joint tasks
· Good IT skills, research skills and case recording ability

· Ability to establish and maintain strong working relationships with partner organisations and external agencies in a changing environment

· Ability to work independently, under pressure, and with limited resources when required

· Ability to prioritise workload to meet the needs of clients

Desirable Criteria 

· Recent experience of working within the Money Advice sector

· Completion of CAB generalist adviser training or equivalent
· Experience and understanding of the voluntary sector
· Demonstrable commitment to the aims and principles of Citizens Advice[image: image2.png]
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