Argyll & Bute Citizens Advice Bureau
Welfare Rights Adviser: Job Description

Job Title:	Welfare Rights Adviser
Responsible to:	Advice Services Manager
Location:	Lochgilphead, with occasional travel throughout the region. Home/remote working is available and encouraged.
Hours:	17.5 hours per week
Contract:	[Permanent / fixed term – please confirm]
Salary:	£34,231 per annum (pro rata) plus 6% employers’ pension

Summary of Role
The Welfare Rights Adviser will play a key role in delivering an independent, free, impartial and confidential advice, information and advocacy service to Association standards. The postholder provides quality advice, information and casework on statutory benefits and other social security matters to clients across Argyll & Bute, including advocacy and representation at First-tier Tribunal.
The role also carries responsibility for the quality of benefits advice across the bureau – case-checking other staff and volunteers, providing second-tier advice, and identifying and meeting training needs.
The Welfare Rights Adviser will advise and represent clients on issues including:
- Statutory benefits and social security, income maximisation, benefit entitlement and better-off checks, mandatory reconsiderations, appeals and First-tier Tribunal representation
Key Responsibilities
1. In conjunction with the line manager, play a key role in delivering a quality social security advice service, concentrating on the quality of advice and information provided by the bureau
1. Provide quality advice, information and casework on statutory benefits and other social security matters to clients across Argyll & Bute
1. Ensure good quality casework that maximises client income, including full benefit entitlement and better-off checks
1. Prepare and present cases, providing advocacy and representation at First-tier Tribunal
1. Progress mandatory reconsiderations and appeals on behalf of clients
1. Refer clients internally to other CAB staff, or externally to partner agencies, as required
Quality Assurance, Supervision and Training
1. Support the quality of advice provided by other benefits advisers, and provide second-tier advice to volunteer advisers
1. Case-check other staff and volunteers carrying out benefits advice, supervising the quality of their advice and identifying their training needs
1. Plan and deliver benefits training across the bureau for both staff and volunteers
1. Create shadowing and mentoring opportunities to develop benefits capability across the team
Knowledge and Professional Development
1. Maintain and develop expertise in relevant legislation and case law that may impact on the advice given
1. Monitor changes in social security benefits legislation and disseminate relevant information to colleagues
1. Attend internal and external training courses as appropriate
1. Attend team and staff meetings as required
Record Keeping and Administration
1. Maintain accurate records of all advice and casework, ensuring the highest standard of case management
1. Record, update and maintain case management system information for continuity of casework, information retrieval, statistical monitoring and report preparation
1. Maintain the funder’s spreadsheet of outcomes, recording client financial gain
1. Follow national standards and CAS quality assurance guidelines
Compliance and Standards
1. Work within CAB service aims and values
1. Follow health and safety guidelines and maintain responsibility for personal safety and that of colleagues and clients
1. Support the Citizens Advice service’s equality and diversity values
1. Comply with Quality Assurance / National Standards policies and assist in bureau Quality Assurance development
1. Fully participate in the monitoring of the service, providing regular reports as required and checking for client financial gain and social policy issues
1. Inform the line manager where workload monitoring or CAB performance targets are at risk of not being met, and any reasons for unmanageable demand or under-performance
1. Identify solutions to resolve any high demand or under-performance on targets, and engage positively in discussions with the line manager to achieve the required levels
Values
Part of the key responsibilities of all employees of the CAB and Citizens Advice Scotland is upholding the behaviours and principles of the organisation as detailed below:
1. Person-centred: We are committed to the wellbeing of our clients, volunteers and staff and take a whole person approach to our work
1. Empowering: we invest in people & support them to take action on challenges they face
1. Supportive: We are caring and respectful and make sure that people receive support they need to improve their lives
1. Inclusive: a non-judgemental, friendly & expert service to anyone in need of our help
1. Collaborative: We work together as a network and with other partners in an open, respectful way, to build trust even when opinions differ
Team work and behaviours
1. Share relevant information and give support and encouragement to colleagues, in team meetings, with staff and volunteers, in development days, and training events
1. Ability to receive feedback and a willingness to challenge constructively
1. Willingness to work in a team, with kindness and a non-judgemental attitude towards colleagues
1. Support the principle of volunteerism in citizens advice
1. Maintain and monitor effective and efficient administrative systems
1. Demonstrate understanding of social trends and their implications for service provision
1. Assist with creating shadowing opportunities and delivery of training when required
1. A willingness to learn and reflect on practice, and to develop your own standards
Self-Management & Personal Development
1. Take responsibility for personal safety in and out of offices in accordance with CAB policies
1. Participate in the support, supervision and appraisal process with the line manager
1. Identify own learning needs and learning opportunities when required, and feed back
1. With the line manager, identify and address your training and development needs
Service Development & Working in Partnership
1. Undertake recommendations from the line manager with regard to planning and developing the CAB service in order to meet specific contract requirements
1. Contribute information and reports relevant to your role
1. Assist with the promotion of ABCAB to the wider community
1. Contribute to the collation of statistical data, including the Annual Report and newsletter
1. Contribute to relevant research and consultation exercises
1. Assist in developing and gathering evaluation feedback from clients and partners
1. Make appropriate referrals to key partner agencies for valid client support, or to other advisers where there are other related problems such as employment
1. Present a positive image of the CAB at all times
CAB Development
1. Contribute to the development of the CAB, its impact and services
1. Participate in ensuring CAB policies are put into practice, with colleagues
1. Contribute to the gathering of information for local and national social policy work
1. Attend relevant meetings with the Board of Trustees, e.g. the Annual General Meeting
1. The above job description is not exhaustive and includes duties inherent in the post as reasonably requested by the line manager
Requirements
1. The post is subject to satisfactory references
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