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JOB DESCRIPTION

Post:




Adviser 
Responsible to:


Information and Advice Team Leader
Key Relationships:
Older people using the service, staff and volunteers working in Age UK Wigan Borough
Salary: 
£23,965.50 FTE (£19,431.49 actual).  Pay award due in April 2025.
Hours of work: 
30 hours per week (over 4-5 days by arrangement)

Note:
This job is subject to Disclosure & Barring Service (DBS) disclosure procedures
Purpose of this Post

· To provide a comprehensive, timely and personalised information and advice service to people over 50, their families and carers.

· To provide welfare benefits advice and assistance to clients up to and including casework level. This includes checking entitlement and eligibility to maximise income, claim form completion and providing assistance to challenge welfare benefit decisions.
Key Duties & Responsibilities

1. Undertake advice and casework activities, including managing own caseload and ensuring cases are closed appropriately.
2. Identify and discuss relevant options to clients along with their implications to help the client make an informed decision on next steps. 
3. To assess and agree the appropriate level of service, taking into consideration the client’s ability to take the next steps themselves, the complexity of the problem and Age UK Wigan Borough resources.
4. To undertake warm homes conversations with clients as part of a benefit check session and to identify when people are eligible for further support.
5. To identify other benefits or other forms of support people are entitled to and discuss options with colleagues as appropriate.
6. Maintain detailed and up-to-date knowledge of welfare benefits, services within Age UK Wigan Borough and external services and agencies.  To signpost or refer people as appropriate.

7. Provide advice and assistance in challenging welfare benefit decisions up to mandatory reconsideration stage. 

8. Ensure clear and accurate client case records are maintained of all work undertaken on our Charitylog database system and that any corrective action is taken promptly.
9. Keep relevant statistics as required for relevant funding bodies from time to time.

10. Ensure that all work conforms to the Advice Quality Standard and Age UK’s Information and Advice (I&A) procedures.

11. Provide monthly case studies, support the collection of client feedback and outcomes monitoring ensuring outcomes are added to the case.

12. Support volunteers in the team, including the Enquiries desk, picking up phone calls and helping to respond to more complex enquiries. 
13. Use of SharePoint & MS Teams to share information across the I&A team, to access team documents and for attending training and meetings.

14. To encourage clients’ comments, to record formal and informal complaints and to assist the Team Leader in investigating complaints, in compliance with Age UK Wigan Borough’s complaints procedure.  
15. To support the organisation to fulfil its responsibilities under Health and Safety.  You may be asked to take on roles such as First Aider, Health and Safety representative or Fire Marshall for which appropriate training will be given.

16. To support students on placements.  This may include having students that shadow your work or performing a supervisory role.  Appropriate training will be given.

17. To participate in Age UK Wigan Borough promotional events as required.

18. To work within all the guidelines, policies and procedures as set out by Age UK Wigan Borough.

19. To attend Induction, Training and any Staff Meetings as and when required, including Age UK welfare benefits and warm homes training.
To carry out any other duties as may be requested which are consistent with the duties and responsibilities of the post.

AGE UK WIGAN BOROUGH

PERSON SPECIFICATION – Adviser
BASED AT Age UK Wigan Borough

Please ensure that you show how you meet each of the following requirements 

when completing your application form.

	
	ESSENTIAL


	EVIDENCE

	Knowledge and Experience 



	1.
	At least one year’s recent experience of welfare benefits advice work


	Application form Interview

Test

	2.
	Experience of dealing with public queries through phone and/or face-to-face interviews


	Application form 

Interview

	3.
	Excellent computer skills, including the ability to use common Microsoft applications, databases for recording client information and SharePoint/Teams for cross-team/organisational information.

	Application form 
Test

	Skills



	1.
	Excellent interpersonal skills, enabling you to work in a sensitive, enabling and non-judgemental way which encourages clients to be open with you.


	Application form Interview

	2.
	Excellent organisational skills for checking benefit entitlements and awards


	Application form Interview

	3.
	 Excellent numerical skills for checking benefit entitlements and awards


	Application form

In tray exercise

	4.
	The ability to explain information clearly and accurately, to assess the client’s understanding and to adapt your approach as required.
	Application form
Interview

	5.
	Ability to work both independently and within a team environment


	Application form
Interview

	General



	1.
	Demonstration of the Age UK Wigan Borough PRIDE values: Person-centred, Respectful, Innovative, Dynamic, Empowering


	Application form Interview

	2.
	Willingness to work flexibly to meet client and organisational needs.
	Application form Interview

	3.
	A commitment to, and understanding of the practical application of client confidentiality and data protection


	Application form Interview

	4.
	A commitment to equal opportunities and challenging age stereotypes 


	Application form Interview


Recruitment & Selection   Procedures
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