WEST DUNBARTONSHIRE CITIZENS ADVICE BUREAU

JOB DESCRIPTION – RSL OUTREACH WORKER
Responsible to:
  
Senior Operations Manager
Salary:


£23,000-£25,000 (subject to experience) 
plus Employer’s Pension contribution at 5% gross earnings.

Hours:

35 hours per week

OVERALL JOB PURPOSE:

The RSL Outreach Worker will work with Housing Association tenants experiencing financial and fuel poverty problems, providing energy efficiency, income maximisation and financial advice on a one-to-one basis.  In addition, the post-holder will work closely with Housing Association staff and WDCAB colleagues to ensure we provide a wrap-around service.
KEY RESPONSIBILITIES:
1. To deliver an outreach advice service to tenants of Clydebank, Dalmuir Park and Knowes Housing Associations.

2. To attend to clients on the phone, by email and in person, using sensitive listening and questioning skills.
3. To gather and consider all the information provided by a client and prioritise their needs as appropriate and refer on to other specialist services as required.
4. To explore clients’ circumstances, support needs and access channel preferences considering language barriers, accessibility needs, and issues around digital access and ability.
5. Provide detailed money advice, fuel poverty and welfare benefits casework in accordance with the requirements of the client, the Bureau and its partners.

6. Negotiate on behalf of clients and liaise with local authorities and other statutory organisations including, creditors, DWP, Independent Tribunal Service, and other third parties.

7. To promptly deal with any client emergencies and liaise where appropriate with Bureau staff and other relevant agencies.
8. To co-ordinate and organise appointments/drop-in at outreach as necessary
9. To record, update and maintain information, including client profile information, required for statistical returns on our case management system for the purpose of continuity of casework, information retrieval, statistical monitoring and report preparation
The above job description is not exhaustive and is clarified to include broad duties inherent in the post as reasonably requested by the Manager.
In addition, you will be expected to:

· adhere to Bureau principles and to ensure that all work meets quality standards and the requirements of the funders

· Contribute to overall efficiency and quality of processes and procedures

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

· Form effective working relations and networking with other organisations and stakeholders ensuring a collaborative approach in service delivery.

· Attend in-house and external training courses as appropriate

· Attend team and staff meeting as required.
From time to time some evening and weekend work may

be required for which time off in lieu of payment is granted.
Flexible working hours will be considered and can be discussed at interview stage.
