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Date: 20th July 2021
Dear Applicant
Post of Help to Claim Helpline Adviser (Universal Credit)
Thank you for your enquiry about the above post.

You will find enclosed an application form, equal opportunities monitoring form and PVG Scheme Self Declaration form.  There is also some background information about the bureau.

In determining which applicants will be interviewed the Interview Panel will have regard to applicants who best fit the person specification so it is important that you to use this as a guide when completing the application form.

In the interest of public safety, the successful applicant for this post will be asked to disclose criminal history information under the Protection of Vulnerable Adults Scheme.

We regret that we are unable to acknowledge receipt of completed application forms unless a stamped addressed enveloped is enclosed with your application.

We look forward to receiving your application by the closing date is 20th August 2021 and we would ask that you provide a telephone number where we can contact you day and/or evening.

Yours sincerely

Kinga Kosakowska
Executive Manager 
Motherwell & Wishaw Citizens Advice Bureau
Background Information
Motherwell and Wishaw CAB was formed in 1942 and became a Charitable Company Limited by Guarantee in 1997.  It is a member of the nationally recognised brand of Citizens Advice Bureau (CAB) and has continued to develop in response to the needs of the residents of Motherwell, Wishaw, Shotts and surrounding areas.  The organisation is a member of the umbrella body Citizens Advice Scotland that provides guidance and support to all Citizens Advice Bureau in Scotland (CAS).  The twin aims of the service are: 

· To provide the advice people need for the problems they face

· To improve the policies and practices that affect people’s lives.

Motherwell and Wishaw CAB is well placed to recognise trends and identify particular needs and lack of services for specific groups. 

Through a small team of core and project staff and over 50 volunteers, the bureau provides a free, confidential, independent and impartial service for community residents 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

Motherwell & Wishaw CAB 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.

It is recognised as a Charity with Office of the Scottish Charity Regulator (SC009733), and operates as a Company Limited by Guarantee (SC173485) and is registered with Financial Conduct Authority (FRN 617467).

For a full overview of all our services and current work, please visit our website at: www.motherwellwishawcab.org.
Motherwell & Wishaw Citizens Advice

Job Description

Job Title:                                              Help to Claim Helpline Adviser (Universal Credit) 

Salary:                                                  £19,000 to £24,500 dependent upon experience

Hours of work:                                   35 hours per week (Remote working or Hybrid/Flexible working

         pattern will also be considered together with part time/ job share)

                                                                                    

Contract Period:                                 31st March 2022 (further extension subject to renewal of funding)

Responsible to:                                   Executive Manager Motherwell & Wishaw CAB

About the role

The Citizens Advice network is set to deliver a comprehensive, enhanced support service called Help to Claim. Motherwell & Wishaw Citizens Advice Bureau will provide the advice and support people need to submit their claim for Universal Credit and support them through to their first payment. 

We are looking for a client-focused individual with experience of providing welfare benefits advice, to join us as a Help to Claim Adviser (Universal Credit). In this role you will be using telephony and webchat to help /ensure our clients get the support they need face to face.   

To succeed, you will need relevant experience and knowledge of the wider welfare benefit system including Universal Credit, demonstrating strong oral and written communication skills. It would be an advantage if you had recent experience and knowledge of undertaking welfare cases to appeal level if required. We are also looking for a proven ability to work effectively and well organised. Proficiency using a range of IT tools to carry out your work, including case management systems, online claims’ services and Microsoft Office applications is essential. Committed, results-driven and supportive to the needs of others, you work well within a team and are willing to follow and develop agreed procedures.

A Help to Claim Adviser (Universal Credit) delivers a holistic advice and support service aimed at clients on completing their initial Universal Credit claim, and supports them through to their first payment. This involves helping with the online forms, the evidence required, and verifying their identity online using telephone and webchat.  
Key responsibilities

· To conduct telephone and web chat interviews, using sensitive listening and questioning skills to allow clients to explain their problem(s) and empower them to set their own priorities

· To explore clients’ circumstances, support needs and access channel preferences considering language barriers, accessibility needs, and issues around digital access and ability

· To assist with the setup of a Universal Credit account, including setting up a personal email account and/or bank account, if needed

· To provide support to clients completing and submitting their claim form, ensuring clients have identified and gathered all evidence and documentation needed

· To support the client through the first assessment period and helping them to complete the identity verification process online, if needed

· To support clients to prepare for their first appointment with a Jobcentre Plus work coach

· If appropriate, to support the client with applying for any additional support such as short-term advance and/or access to the Scottish Welfare Fund

· To ensure the client understands the payment schedule and takes action to prepare

· To liaise where appropriate with bureau staff and other relevant agencies as appropriate

· To record, update and maintain information on a case management system for the purpose of continuity of casework, information retrieval, statistical monitoring and report preparation

· To ensure that all work meets quality standards and the requirements of the funder

· To provide and develop a quality advice service in relation to Universal Credit, including the ability to act as a ‘best practice lead’ for other staff and volunteers
· To keep abreast of the latest developments relating to welfare benefits and Universal Credit

· The above job description is not exhaustive and is clarified to include broad duties inherent in the post as reasonable requested by the bureau manager.

Self-Management

· Take responsibility for implementing policies, procedures and protocols of the organisation.

· Take responsibility for personal safety in and out of the office in accordance with the organisation's Safety Procedure.

Team work

· Share relevant information and give support and encouragement to colleagues.

· Participate in team meetings and Annual General Meeting.

· Assist in the development of the organisation by participating in development days, task groups etc. when required.

Personal Development 

· Keep up to date knowledge of legislation, policies etc. relevant to post

· Identify own learning needs and participate in identified learning opportunities when required.

· Feedback on learning opportunities.

Promoting the service

· Present a positive image of the Bureau at all times.

· Assist in raising awareness of the service.

Additional requirements

· The post is subject to the receipt of a satisfactory Basic Disclosure Certificate

· The post is subject to the disclosure of criminal history information

Person specification
Knowledge, skills and experience

Essential

· A sound working knowledge of social security benefits and entitlement, including Universal Credit

· Experience of working with people with multiple and complex needs

· Ability to work without supervision and prioritise workload
· Excellent oral and written communication skills, including the ability to communicate complex information in a clear and accessible manner

· Experience of using a range of IT tools to carry out your work, including case management systems, Microsoft Office applications, online applications, internet and email etc. 

· Excellent organisational skills

· A proven ability to work effectively with a wide variety of stakeholders

· A commitment to the aims, principles and policies of Citizens Advice Bureaux
· Ability to operate as a team player and communicate effectively with colleagues and managers

· Ability to use telephony and IT systems to deliver services across multiple channels (face-to-face, web chat and telephony)

Desirable

· Completion of Citizens Advice Bureaux Adviser Training Programme

· Basic knowledge of multiple enquiry areas to aid with identifying emergencies and making referrals where appropriate

Notes for applicants on completing the application form

· The form should be completed in black ink or black ballpoint pen or typed.  This will make it easier for photocopying purposes.

· Please do not send in your CV.  Where you provide a CV, it will not be considered by us and in the absence of a completed application your application will not be continued.

· One of your referees should be your present or most recent employer.  If you have not been employed or have been out of employment for a long time, please give the name of someone who knows you sufficiently well to confirm the information you have given and to comment on your ability to do the job.  This should not be a relative or purely personal friend.

· The enclosed person specification lists the minimum requirements for this post.  When shortlisting for interview the selection panel will only consider the information contained in your application form and will assess this against the person specification.

· The selection panel cannot make assumptions about the nature of the work you have done or your experience from a list of job titles.  It is therefore important that you use the space provided to demonstrate how you meet the requirements.  Paid and voluntary work are not the only experiences worth quoting.  Other life experiences and skills may be just as valid.
· If you are shortlisted for interview, the selection panel will ask you questions based on the person specification, which will cover the areas in more detail.

APPLICATION FOR EMPLOYMENT

Motherwell & Wishaw Citizens Advice Bureau

90 Brandon Parade East
Motherwell

ML1 1LY
Telephone: 01698 265 349

Please this form in black ink or type to enable clear photocopying. Please call 01698 265349 to request an email version

Motherwell & Wishaw Citizens Advice Bureau wishes to ensure that comparison between applicants for posts is thorough and in line with it Equal Opportunities Policy. It is, therefore, essential that you complete this application form fully as it will be used to assess whether you will be shortlisted for interview.  Please do not enclose curriculum vitae.

1.
Position Applied for

2.
Surname





First Names

3.
Address






4.
Telephone Number

5.
How much notice, if applicable, are you required to give?

6.
Shortlisted applicants will be invited to attend interview w/c 20th August 2021
Please supply contact number and /or an e-mail address



7.
Do you hold a clean current driving licence?

Yes

No 



8.
Please state where you saw the advert for this post

If you require access assistance please phone (01698) 265349

9.
Are you entitled to work in the United Kingdom?

Yes

No


10.
Protection of Vulnerable Groups Scheme
You will be required to complete a Protection of Vulnerable Group Scheme membership form on which you will be asked to disclose any criminal offences of which you have been convicted. The level of check will be enhanced.

Do you have any unspent criminal convictions, police caution, reprimands or warnings or do

you have any cases pending against you?


Yes


No

If yes, please specify

____________________________________________________________________

____________________________________________________________________

11.
Work Experience 

We want to know about your work experience, paid or unpaid.  Please include your current /previous employment, voluntary work, or community activities, and time spent caring for dependants, etc, if appropriate.  Say why you left.

	Dates
	Names of Employer(s)/Organisations
	Main Tasks Undertaken 
	Why did you leave?

	
	
	
	


12.
Education and Training 

Please list any education and/or training (including short courses) that you have undertaken

	Dates
	Education/Courses/Training
	Qualifications

	
	
	


13.
Additional Information

In this section we would like you to give your reasons for applying for this post.  Bearing in mind the job description and person specification, please indicate what experience, skills and interests you would bring to this job.  (Please continue on an additional sheet if you wish)

14.
References
The Motherwell & Wishaw Citizens Advice Bureau requires receiving positive references prior to confirming appointment of the successful candidate.  The post involves working with young people and vulnerable adults.

Please give below the names and addresses of two referees who can comment on your suitability for the post.  If you have been employed, one should be from your present or most recent employer.
Name











Relationship










Position held










Address










Telephone No











Name











Relationship










Position held










Address










Telephone No











· References will only be taken up where the Board of Directors intends to make an offer of  employment

I declare the information given on this form is correct to the best of my knowledge. I understand that my application may be rejected and/or I may be dismissed following appointment if I have given any false or misleading information or have withheld any relevant details.
Signature …………………………………………
Date ……………………………………

Closing Date for application:



20th August 2021
Please return this form marked “Confidential” to:-
Catherine Marshall
Finance, HR & Facilities Manager

Motherwell & Wishaw Citizens Advice Bureau








90 Brandon Parade East







MOTHERWELL   ML1 1LY







Catherine.Marshall@motherwellcab.casonline.org.uk
YOU ARE REQUESTED TO BRING TO INTERVIEW ALL RELEVANT EDUCATION/VOCATIONAL CERTIFICATES YOU HAVE REFERRED TO IN THIS APPLICATION
Data Protection

The personal record of the person appointed to this post will be held in Motherwell & Wishaw Citizens Advice Bureau in accordance with the Data Protection Act.  The personal records of unsuccessful candidates will be destroyed as confidential waste six months after the fixed interview date or deferred date. 
Strictly Private and Confidential 





























Please note, if you are called to an interview you will be asked to produce supporting evidence.
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