Citizens Advice Rushmoor 
Graduate Trainee Caseworker
Job Purpose and Role Development
This post is to support delivery of a specialist casework service, working as part of a committed team, with a focus on mental health recovery.  Full support and comprehensive training is provided, to enable service delivery to national advice quality standards, and completion of a widely recognise programme.
Skills gained through the programme will include:
· Learning to work and communicate with vulnerable individuals in a respectful and non-judgmental way, using empathy and professionalism to build rapport.
· Knowledge and understanding of the welfare benefits system, employment law, housing policy and process, debt management and financial capability.
· Appreciation of the impact of mental health illness on people’s lives.
· Team skills – working with and supporting colleagues; and liaising with healthcare professionals to achieve the best outcomes for clients.
Main Duties and Responsibilities 

1 Client facing work
1.1 Work with clients including telephone, email and in person, using exploration techniques to assess how Citizens Advice can best help.
1.2 Support detailed advice, support and casework on the range of issues presented by clients, progressing towards specialist help as training progresses.
1.3 Support compliance with appropriate advice quality standards.
1.4 Maintain a focus on achieving the right outcomes, including financial gains from welfare benefits, improved money and debt management, and securing housing.
1.5 Where agreed, provide appropriate levels of advocacy, information and advice for clients, including negotiation with third parties (statutory and non-statutory), and support for taking cases to tribunal and County Court.
1.6 Ensure that services provided enable well-informed choices and decisions. 
1.7 Work alongside health professionals, participating in relevant meetings, to promote recovery and independence for mental health service users.
1.8 Work alongside other specialist advisers across Citizens Advice Rushmoor district to share expertise, training and supervision, and to make or receive referrals where appropriate.
1.9 Provide the service at agreed outreach locations, including in patient psychiatric unit, and Community Mental Health Recovery services.
1.10 Work as part of the Heathlands and wider team, providing support to others when required. 
1.11 Participate in research and campaigns work, particularly focusing on discrimination and other barriers faced by mental health service users, writing reports where agreed.
2 Professional Development 

2.1 In conjunction with Learning Supervisor, take responsibility for progressing agreed training programme, participating in relevant activities to achieve and maintain caseworker competences. 
2.2 Keep up to date with legislation, case law, policies and procedures relating to casework, through reading relevant publications, and undertaking subject based training as appropriate.

3 Administration 

3.1 Ensure that agreed case management systems are used effectively, to enable support for clients, and required reporting, including case studies and outcomes measures.
3.2 Ensure that all work conforms to Citizens Advice casework quality standards, systems and procedures. 

4 Other duties and responsibilities 

5.1 Work as part of the wider Heathlands team, and across Citizens Advice Rushmoor, attending appropriate meetings, sharing best practice, and agreeing appropriate caseloads and referrals.

5.2 Uphold and promote the aims and principles of the Citizens Advice service, and contribute to an inventive, responsible and generous culture. 

5.3 Keep up to date with policies and procedures relevant to the role.

5.4 Ensure health and safety procedures are followed, sharing responsibility for own safety and that of clients and colleagues. 

5.5 Any other relevant duties as required to ensure the effective provision of the service. 

Person Specification – Graduate Trainee Caseworker 
1. Empathy and motivation to provide expert help to people experiencing mental health illness.

2. Commitment to achieving the best outcomes for clients through undertaking relevant training and delivery of high quality advice and casework.
3. Able to demonstrate good communication, listening skills and empathy for people with complex needs, to enable effective progress and solutions.
4. Ability to work independently, taking responsibility to overcome challenges, with support from the wider team.
5. Willingness to deliver in relevant mental health locations, including inpatient unit.

6. Able to demonstrate a commitment to the aims and principles of the Citizens Advice service, including its equality and diversity policies, and research and campaigning role.
7. Flexibility to deal with a range of situations arising from contact with clients, and ability to prioritise workload as required.
8. Ability to contribute to an inventive, responsible and generous organisation and team culture, sharing tasks and supporting organisation goals.
9. Effective oral and written communication skills, particularly in explaining complex issues in plain language.
10. Ability to use and manage case recording systems to meet funder and reporting requirements.
11. Confidence with IT systems to include case management, benefits calculations and information management.
12. Ability to give and receive feedback objectively and sensitively and a willingness to challenge constructively. 
13. Ability to use and act on a range of reference resources.
14. Able to travel between designated locations for agreed service delivery, and understand the issues involved in interviewing clients away from the main premises.
Those items highlighted in bold will be given additional priority in the recruitment process.
