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Welfare Benefits Caseworker

Reporting to: Welfare Benefits Advice Services Manager 
Location: Worcester (main location) and Hereford (occasional location)
Hours: 28 hours per week 
[bookmark: _GoBack]Salary: £29,071 - £31,015 FTE FT per annum (actual pro rata £22,000 - £23,471) depending on experience. 
Initially funded till March 2028, with a 12 months extension expected, subject to confirmation.

Context of role

Citizens Advice Worcester and Herefordshire provide welfare benefits advice and casework across Herefordshire and Worcester through many projects.  This is a supporting caseworker role from our core funding to provide welfare benefits advice and casework to clients of Citizens Advice and to support the training and delivery of benefits advice by volunteer advisers. 
Role purpose 
The post holder will hold their own benefits advice caseload, taking responsibility for more complex cases of clients who present with issues relating to any state benefit. The post holder will also provide regular reports on the number of benefits clients and nature of cases, as part of our reports to funders.  The post holder may at times be called upon to support with the training or mentoring of volunteers who deliver benefits advice. 
Key work areas and tasks:
Casework
· Provide casework covering the full range of welfare benefits. 
· Act for the client where necessary by calculating, drafting or writing letters, telephoning and negotiating with third parties as appropriate. 
· Ensure income maximisation through the take up of appropriate welfare benefits. 
· Prepare and present cases to the appropriate statutory bodies, tribunals and courts as appropriate. 
· Assist clients with other related problems where they are an integral part of their case and refer to other advisers or specialist agencies as appropriate. 
· Make home/outreach visits as necessary. 
· Ensure that all casework conforms to the Citizens Advice Worcester and Herefordshire Office Manual, the Advice Quality Standard and/or the Specialist Quality Mark as appropriate. 
· Maintain case records for the purpose of continuity of casework, information retrieval, and statistical monitoring and report preparation. 
· Ensure that all work conforms to Citizens Advice Worcester and Herefordshire systems and procedures. 

Professional development
· Keep up to date with legislation, case law, policies and procedures relating to welfare benefits including appropriate training and reading relevant publications. 
· Keep up to date with policies and procedures relevant to Citizens Advice Worcester and Herefordshire work and undertake appropriate training.
· Identify own learning and development needs and take steps to address these. 
· Maintain a library of reference material and case law.  

Learning, development and training
· Assist the training, delivery and assessment of benefits advice carried out by volunteer advisers. Coordinate and contribute to compiling training materials for volunteer advisers. 

Networking and partnerships
· Coordinate with other services, both internally and externally to the organisation, where a joint-working approach is required in the delivery of Welfare Benefits casework, especially with more complex cases, or with clients with higher support needs.
· Develop and maintain joint-working with outside organisations and attend meetings as directed by the Welfare Benefits Advice Services Manager.
· Contribute to the ongoing recruitment of Law Students from local higher educational establishments to fill the role of Student Welfare Benefits Caseworker. 

Administrative and other duties/responsibilities
· Keep up to date with Citizens Advice Worcester and Herefordshire aims, policies and procedures and ensure these are followed.
· Provide statistical information on the number of clients and nature of cases and provide regular reports to Citizens Advice Worcester and Herefordshire management in order to report to funders.  
· Ensure that work reflects and supports the Worcester Citizens Advice Worcester and Herefordshire equality and diversity strategy. 
· Keep up to date with research and campaigns issues.  Ensure research and campaigns is promoted and integrated (including the use of cases as evidence for campaigns) in a way relevant to the role.   
· Review and make recommendations for improvements to Citizens Advice Worcester and Herefordshire services. 
· Use IT for statistical recording, record-keeping and document production. 
· Attend internal and external meetings as agreed with the Advice Services Manager. 
· Work cooperatively with colleagues and encourage good teamwork, clear lines of communication and common practices within the Citizens Advice Worcester and Herefordshire team. 
· Abide by health and safety guidelines and share responsibility for own health and safety and that of colleagues. 
· Carry out any other tasks within the scope of the post to ensure the effective delivery and development of the service. 



Person specification

· Commitment to the aims, principles, and policies of Citizens Advice Worcester and Herefordshire, including equality and diversity in service delivery and the supervision and development of staff.

· Demonstrable good understanding of record-keeping and reporting requirements for funders.

· Experience in casework, ideally Welfare Benefits, with a structured approach (knowledge of AQS, SQM, or Lexcel desirable but not essential).

· Effective oral and written communication skills, including negotiation, representation, and report writing.

· Ability to manage a caseload, prioritise work, and meet deadlines.

· Understanding of issues that can arise when interviewing clients.

· Ability to oversee advice work, maintain systems, and ensure quality standards.

· Up-to-date welfare benefits knowledge and ability to support others technically.

· Competence in analysing data, checking calculations, and using IT for advice and reporting.

· Strong teamwork skills and awareness of social issues affecting clients.

· Desirable: Experience supervising and supporting staff or volunteers, including recruitment, development, casework peer review, and constructive feedback.

· Desirable: driving licence and/or ability to travel to the Hereford site if required.
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