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· Role profile - Job Description  

Supervisor/Caseworker – Debt Free London Project 
	CONTRACT:  
	Fixed Term from appointment up to 31/03/2022 

with possibility of extension subject to funding


	Gross Annual Salary:  

 
	£32400,000 per annum 

	Hours:    

 
	Full-time    37.5 hours per week 


	Location:  
	Hammersmith and Fulham (flexible office and remote working)  

	Responsible for
	Money Adviser and Trainee Money Adviser



	Reporting to
	Head of Service Development 


____________________________________________
Role purpose

Working within the aims, principles and policies of the Citizens Advice the post holder must have due regard in the planning execution of their duties at all time Working as part of Citizens Advice Hammersmith and Fulham (CAHF) Debt Free London team, provide an effective specialist debt advice. 
The supervisor will lead a team of debt advice trainee and money advice caseworkers to deliver high quality, impactful advice, to clients on a range of debt solutions through multiple channels 

You undertake debt casework and advice through multiple channels to ensure you are maintaining your expertise.  Ensuring your own work and others follows case management procedures which complies with MAS and AQS quality standard
Work with Debt Free London project manager to support the successful delivery of performance KPIs. Providing daily support and supervision to the Debt Free London team, which comprises Three Money Advisers (remote and Outreach Money) and Three Trainee Debt Advisers
Role context

CAHF has a contract with Toynbee Hall to offer debt advice to people living in Hammersmith and Fulham and Barnet, as part of the Debt Free London debt advice partnership.  Funding comes from the Money and Pensions Service and we are contracted to help a number of debt clients annually.   

Principal Duties and Responsibilities 

Quality of Advice 

· Ensure that the quality of clients’ case records are checked, advice given to   clients and action taken on behalf of clients, maintaining and developing the quality of advice.

· Ensure the quality of work in line with Citizens Advice, MAS and AQS quality standards.

·  Ensure the effective distribution of information as required to maintain and develop the quality of advice.

Advice and Casework
Deliver debt advice and casework on all aspect of debt and money management: 
· Deliver advice and casework across multiple channels including face to face, phone, email and webchat

· Take a holistic approach to the debt process, including checking liability, challenging debts, income maximisation, and negotiation and preparing financial statements, budgeting advice. 
· Ensure all relevant information is accurately recorded on relevant case management platforms, including outcomes and checked to avoid duplication of advice and capture monitoring and evaluation requirements.

· Interview clients using sensitive listening and questioning skills in order to assess clients’ needs and provide one off debt advice and ongoing casework through a mixture of channels (face to face, telephone, digital)
· Acting as an approved intermediary to process debt relief orders (training will be provided)
· Give information and advice to clients to empower them to act on their own behalf including signposting to other agencies

· Produce and validate accurate financial statements in accord with FCA practices 

· Negotiate with third parties, including statutory and non-statutory organisations as required. 

· Where work falls outside the scope of the project, refer internally or to other specialist agencies as appropriate. 

· Ensure that all work meets all auditing and quality standards and the requirements of the funder. 

· Maintain delivery of key areas of casework such as work brought forward, key dates and deadlines, closure of cases etc. 

· Record and collect clients’ data as and when required, and in accordance with GDPR.

· Perform any other tasks commensurate with the role, as directed by a Manager.
Supervision 
Ensuring the effective supervision of others and quality standards are met for self and others.

· Train and induct less experienced debt adviser on the full range of debt advice areas and remedies including financial capability 

· Assist in recruiting, inducting, training and supervision , Money Adviser/Trainee Debt Adviser and volunteers 

· Ensure Debt Free London team maintain accurate case records for the purpose of continuity of casework, monitoring, report preparation and GDPR compliance
· Work with Debt free London project manager, to prepare team for Audit, identify and address areas for improvement, and disseminate best practice 
· Work with CAHF wider supervisory team to support generalist adviser paid and volunteers,  to increase their competency and skill in the area of Debt advice

Research and Campaign 

· Assist with research and campaigns work by sharing insight and identifying new and ongoing issues and trends, 
· Liaise with Citizens Advice and/or other agencies including funders to take concerted action on issues and attend related meetings

· Encourage and lead   Debt Free London team engagement with CAHF Research and Campaign activities 
· Monitor the experience of clients and the difference our advice makes, to support effective policy and campaigns activities, and to secure further funding  
Administration 
· Use It for statistical recording, record keeping and document production 

· Accept and abide by the terms of the Organisation’s Acceptable Use of IT policy, and other associated policies

· Comply with Data protection guidance including GDPR for processing and controlling data   

· Maintain close liaison with relevant external agencies
Professional development 

· Ensure own knowledge and skills are kept up to date with the latest legislation policies and practices relating to the role, undertake training and minimum Continued Professional Development hours. 
· Attend relevant internal and external meetings as agreed with the line manager
· Prepare for and attend performance development /supervision meeting/team meetings/management team meetings as appropriate 

Duties of all Salaries Employees of CAHF
· Undertake any other reasonable duties as required by the post
· Exercise duties in accordance with CAHF core values, and the aims and principles of the Citizens Advice Service   
· Exercise Discretion in the handling of Special Category data  in accordance with statutory duties of the GDPR and CAHF’s applicable policies and procedures
· Abide by health and safety guidelines and share responsibility for own safety and that of colleagues  

· Be an active member of the team with positive contributions to the service and organisational development, assisting with initiative for the improvement of CAHF advice and information services
In addition to the tasks and duties outlined in this job description to undertake such duties as may be identified and which are generally compatible with the functions of the post.

Review 
A job description does not constitute a ‘term and condition of employment’.  It is provided only as a guide to assist the employee in the performance of their job.  CAHF is a fast moving organisation and therefore employee’s duties may be varied from time to time.  
This job description will be reviewed regularly as part of individual and organisational development, performance review and may be a subject to variation. 
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  Person specification
You are required to answer all points of the person specification within your personal statement to be considered for this role. 
	1. 
	Understanding of and commitment to the aims and principles of the Citizens Advice service and demonstrating equality, diversity and inclusion.  Essential


	2. 
	Experience of delivering independent debt advice and casework to the public across the breadth of debt advice including debt remedies, income maximisation, budgeting and financial capability Essential


	3. 
	Completion of  Money Advice Service (MAS)  level 3 debt advice Essential 



	4. 
	Effective  communication skills, able to listen, negotiate and communicate complex issues to a range of audiences, to achieve a positive outcome both in writing and verbally   Essential   



	5. 
	Able to prioritise own work, meet deadlines, achieve targets and support others to do the same Essential     



	6. 
	Sensitive listening and questioning skills with understanding of the need for confidentiality and a non- judgemental approach to advice provision. Essential  


	7. 
	Ability to use a range of IT platform for the provision of advice, and case recording, and to monitor and evaluate casework of others Essential   



	8. 
	An understanding of GDPR and Safeguarding and experience of applying this to casework Essential 


	9. 
	Experience of managing paid staff or volunteers and motivating them to achieve objectives  Essential 


	10. 
	An understanding and commitment to client empowerment.  Essential


	Desirable 

11. Debt Relief Order intermediary experience is desirable but not essential, training will be provided. 




Guidance notes for applicants
Application form 

Please complete your application and return it by email or post (as a Word document) no later than the;

Closing Date: 


10:00am Monday 24th May 2021
Interview & Test Date: 

Thursday 27th, Friday 28th May 2021 (fixed dates)
The CV and Supporting statement form plays a key part in our recruitment and selection process.  We use the information you provide about your skills, experience, career and education history to decide whether or not to invite you for an interview.  It is important that you provide accurate information, ensuring on your Supporting Statement that you give specific examples which demonstrate how you meet the essential and desirable criteria for the role for which you are applying.

For more information about Citizens Advice Service Aims and Principles www.citizensadvice.org.uk  

Disability

Please provide any information you wish us to take into account when we are considering your application.  If you are selected for interview, we will ask  you to let us know if you have any access needs or may require reasonable adjustments to the interview or assessment (if applicable) at that stage.   Please be assured that we will be supportive in discussing reasonable adjustments with you at any stage of the recruitment and selection process.

Entitlement to work in the UK

A job offer will be subject to confirmation that you are permitted to work in the UK in accordance with the provisions of the Asylum and Immigration Act 1996. You will be asked to provide evidence of your entitlement to work in the UK if you are successful and an offer of employment is made.

Please note that Citizens Advice Hammersmith and Fulham (CAHF), does not hold a sponsor licence and, therefore, cannot issue certificates of sponsorship under the points-based system.
Diversity Monitoring

CAHF values diversity and promotes equality.  We encourage and welcome applications from suitably skilled candidates from all backgrounds.  Monitoring recruitment and selection procedures is one way of helping us to ensure that there is 

No unfair discrimination in the way that we recruit people. To do this we need to know about the diversity profile of people who apply for posts at CAHF This information is given in confidence for monitoring purposes only and is not seen by anyone responsible for making recruitment decisions.  However, if you would prefer not to answer any of the questions we ask, please leave them blank.

Information, experience, knowledge, skills and abilities

This is a key section of the application form which allows you to provide evidence of your experience, knowledge, skills and abilities that are relevant to the role as described in the role profile.  Selection is based on an assessment of the evidence you provide against the requirements of the role as set out in the person specification.  It is important that you tailor your response to clearly demonstrate how you meet each requirement. No assumptions will be made about your achievements and abilities.  

Please provide one example for each requirement.  You should choose examples of past experience that clearly demonstrate what we are looking for, and be precise about what you did, how you did it and the outcome or result of your actions.   Please try to limit your response to the Personal Specifications criteria to meet the stated word limit

A useful guide might be S.T.A.R:

Specific – give a specific example

Task – briefly describe the task/objective/problem

Action – tell us what you did

Results – describe what results were achieved

Please provide recent work examples wherever possible.  However, do remember that relevant examples from other aspects of your life, for example: voluntary or unpaid work, school or college work, family or home responsibilities, can also be given.

Shortlisting outcomes

Shortlisted applicants will be invited for an interview.  Candidates selected for interview will be required to undertake practical test and interview. 

Interview Dates 

Interviews will take place on the dates listed in the advert.   Candidates selected for interviews are expected to be available, to attend interview on the date(s) stated in the advert.  CAHF strive to conduct a fair recruitment process and this means only in exceptional circumstance will interview dates be rescheduled.  The aim being to interview all selected Candidates on the stated date within the same period.  Request to reschedule an interview date, will only be accepted for cases of exceptional emergency, where evidence supporting the request is provided to the interview panel.   

Feed Back – Applications and Interview  

Due to high volume of application received for vacancies, CAHF – shortlisting panel are unable to provide Feedback on applications.  

The panel will provide Feedback to candidates who attend interview.   

Interviewee should request feedback. 

References

All job offers are subject to the receipt of two satisfactory references:  One should be from your current or most recent employer or line manager (if you are employed through an agency), or your course tutor if you have just left full time education.  The other should be someone who knows you in a work related, voluntary or academic capacity.  Both referees should be able to comment on your suitability for the role. References will only be taken up for successful candidates following interview.

Criminal convictions 

Anyone who applies to work within CAHF will be asked to disclose details of unspent convictions during the recruitment process.   

Having a criminal record will not necessarily bar you from working for CAHF much will depend on the type of job you have applied for and the background and circumstances of your offence.   However, we are not able to employ anyone with a conviction for a sexual offence against a child or vulnerable adult, regardless of when the office took place.  All other convictions will be considered on an individual basis. 

Criminal Records Bureau Disclosures are only requested where proportionate and relevant to the post concerned.  If the post for which you are applying for requires a DBS Disclosure certificate, this will be noted in the application pack.  
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