Helping Hands Caseworker — person specification — Sep 2020

Job description point

Skills & qualities

Knowledge

Experience

1.1 Helping Hands Project

Undertake assessment with clients and completion of
individual plans.

Ability to be kind and tactful
and manage the expectations
of service users.

A good knowledge of
working with individuals
with mental ill-health or
learning disability.

Deliver information and advice to vulnerable people
who have a financial crisis as outlined in the service
model.

Ability to remain calm and
constructive under pressure.

Must be a fully trained
advice worker.
Understanding of case-
recording (D)

Experience of giving

debts or money advice
within an advice service
or similar organization.

Undertake home visits and meetings at community
venues

Good knowledge of the
application of lone
working procedures.

Experience of
undertaking individual
risk assessment.

Deliver resilience-building activities for vulnerable
adults in conjunction with partners, for example,
group work or classes.

Ability to work creatively with
adults in group and on a 1:1
basis.

Good understanding of
the health and social care
sector and the
organisations working
within it.

Experience of running
courses or groups for
vulnerable adults

Deliver outreach at community venues.

Driving licence and access to a
car

Deliver service provision to ensure that it reaches the
widest possible range of people eligible for the
project.

Understanding of working
with people from different
backgrounds

Experience of helping to
implement an equalities
& diversity action plan
(D)

Complete required monitoring against project KPIs

Excellent numeracy & literacy

Experience of qualitative
and quantitative
monitoring.

1.2 Manage Helping Hands Apprentice

Assign tasks and monitor work

Ability to work with junior staff
to support their practice

Basic knowledge of staff
appraisal systems

Management
experience (D)




Helping Hands Worker — person specification — January 2018

Job description point

Skills & qualities

Knowledge

Experience

2.1 Casework

Provide casework for Helping Hands clients

Ability to manage a case-load
effectively in a high-pressure

environment.

At least two years in a
similar role.

Act for the client where necessary by calculating,
negotiating, drafting or writing letters and
telephoning.

Good written skills and a good
telephone manner

Understanding of
negotiation skills

Ensure income maximisation through the take up of
appropriate benefits

A good appreciation of
the welfare benefits
system.

Experience of doing
benefits calculations

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.

Should be an accredited
generalist adviser
(preferably in a Citizens
Advice context)

Ensure that casework conforms to the Office Manual
and the Advice Quality Standard (QAA)

Ability to work within a quality
standard.

Knowledge of Citizens
Advice QAA system. (D)

Maintain case records for the purpose of continuity
of casework, information retrieval, statistical
monitoring and report preparation.

Ability to write accurate
records to the required
timings.

Experience of
undertaking case-
recording.

2.2 Administration

Maintain a library of reference material and case law.

Commitment to keeping
knowledge-base up to
date.

Experience of
maintaining information
resources in a similar
context.

2.3 Marketing and relationship building

Help establish, develop and maintain a range of
partnerships

Ability to network and develop
relationships with other

professionals.
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Job description point

Skills & qualities

Knowledge

Experience

Build and maintain good working relationships with
staff and volunteers of other agencies that we work
with

Ability to work with people
from a range of specialisms.

Experience of working
within close cross-
organisational
partnership.

Help develop literature to promote the project and
carry out other marketing activities such as delivering
presentations.

Ability to write interesting and

engaging material.

Knowledge of marketing
projects in the VCSE (D)

2.4 Research & Campaigns

Assist with research and campaigns work by
providing information about clients' circumstances.

A basic understanding of
the way in which R&C
supports the aims and
principles of the Citizens
Advice service.

Provide statistical information on the number of
clients and nature of cases and provide regular
reports.

Ability to write reports and
summaries.

Experience of having
worked with front-line
data-gathering.

2.5 Other duties and responsibilities

Uphold the aims and principles of the CAB service
and its equal opportunities policies.

An excellent
understanding of the aims,
principles and policies of
the Citizens Advice service.

Experience of managing
confidentiality
(preferably in a Citizens
Advice context).

Have the ability to challenge
discrimination.

Have a good appreciation
of equality and diversity

policies and procedure in
a Citizens Advice context.

Abide by health and safety guidelines and share
responsibility for own safety and that of colleagues.

A good knowledge of
safeguarding and health &

safety procedures.

Experience of working
within health & safety
guidelines.
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Job description point

Skills & qualities

Knowledge

Experience

Together with colleagues, ensure the delivery of
CAT&W services to the highest quality.

A commitment to continuous
improvement

Experience of applying
quality standards (D)

Be responsible for own professional development.
Identify and implement own learning and
development needs.

Commitment to keeping own
skills current and improving
practice.

Experience of receiving
training or other
learning and applying
that at work.

Use IT for statistical recording, record keeping and
document production.

Excellent IT literacy.

An understanding of how
GDPR is applied to case-
records and related data
(D)

Experience of using the
Microsoft office suite.

Experience of using
databases is useful. (D)

Carry out administrative tasks related to the job.

Excellent administrative and
organisational skills

Be mindful of own wellbeing and support needs and
to communicate these effectively to the line manager

Understanding of
wellbeing at work &
identify potential
problems.

KEY: (D) means desirable but not mandatory
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