
 
 

Debt Caseworker 
Job Pack 

 

Thanks for your interest in working at Citizens Advice Swansea Neath Port 
Talbot. This job pack should give you everything you need to know to apply for 
this role and what it means to work at Citizens Advice.   
 
In this pack you’ll find: 

●​ Our values 
●​ 4 things you should know about us 
●​ Key accountabilities 
●​ Job Description & person specification 
●​ Terms and conditions 
●​ What we give our staff 
●​ Equity, diversity & inclusion at Citizens Advice Swansea Neath Port Talbot 

 

Want to chat about this role? 
If you want to chat about the role further, you can contact Julie Browne by 
emailing julie.browne@citizensadvicesnpt.org.uk  

https://docs.google.com/document/d/1nPEQt7Q9q2Ml4-JX9NNwn5U3Ds1VYi2-t2LBKInthJs/edit#heading=h.2et92p0
https://docs.google.com/document/d/1nPEQt7Q9q2Ml4-JX9NNwn5U3Ds1VYi2-t2LBKInthJs/edit#heading=h.tyjcwt
https://docs.google.com/document/d/1nPEQt7Q9q2Ml4-JX9NNwn5U3Ds1VYi2-t2LBKInthJs/edit#heading=h.1t3h5sf
https://docs.google.com/document/d/1nPEQt7Q9q2Ml4-JX9NNwn5U3Ds1VYi2-t2LBKInthJs/edit#heading=h.3dy6vkm
https://docs.google.com/document/d/1nPEQt7Q9q2Ml4-JX9NNwn5U3Ds1VYi2-t2LBKInthJs/edit#heading=h.2s8eyo1
https://docs.google.com/document/d/1nPEQt7Q9q2Ml4-JX9NNwn5U3Ds1VYi2-t2LBKInthJs/edit#heading=h.17dp8vu
https://docs.google.com/document/d/1nPEQt7Q9q2Ml4-JX9NNwn5U3Ds1VYi2-t2LBKInthJs/edit#heading=h.3rdcrjn
mailto:julie.browne@citizensadvicesnpt.org.uk


 Our values 

We’re inventive. We’re not afraid of trying new things and learn by getting 
things wrong. We question every idea to make it better and we change when 
things aren’t working. 

We’re generous. We work together, sharing knowledge and experience to solve 
problems. We tell it like it is and respect everyone. 

We’re responsible. We do what we say we’ll do and keep our promises. We 
remember that we work for a charity and use our resources effectively. 

 

 4 things you should know 
about us 

 
1.​ We provide free, confidential, independent and impartial advice to 

everyone on their rights and responsibilities and we value diversity, promote 
equality and challenge discrimination. 

2.​ We’re local and we’re national. Citizens Advice have 6 national offices and 
offer direct support to people in over 300 independent local Citizens Advice 
services across England and Wales of which Citizens Advice Swansea Neath 
Port Talbot is one. 

3.​ We’re here for everyone. Our advice helps people solve problems and our 
advocacy helps fix problems in society. Whatever the problem, we won’t turn 
people away. 

4.​ We’re listened to - and we make a difference. Our trusted brand and the 
quality of our research mean we make a real impact on behalf of the people 
who rely on us. 

 



 
 
 

  Job Description  
We are currently working in interesting and extraordinary times while looking at 
new ways of working and opportunities for future growth. As a Caseworker you 
will be able to work flexibly and remotely from home or at the main office in 
Swansea whilst working on complex and challenging cases. 
 
Citizens Advice Swansea Neath Port Talbot casework team helps people across 
two counties to deal with either complex debt or benefits issues.  
You will be: 

●​ Working as part of a team of caseworkers on the Welsh Government 
funded service Single Advice Fund via Citizens Advice Cymru.  

●​ Experienced, enthusiastic and a fully qualified debt or benefits caseworker 
providing and maintaining in-depth casework to individual clients referred 
by partner organisations, health care professionals or self-referred.  

●​ Advising and supporting clients who seek advice about their debt or 
benefits problems.  In particular, gathering information and assisting the 
client to ensure that the best possible outcome is achieved.  

●​ Required to keep up to date with relevant developments in the 
information area to ensure that the client receives the most up to date 
support and advice. 

 
Reports to:    ​ Team Leader 
Responsible for:  ​ The delivery of high quality advice  
Accountable for: ​ The Local Citizens Advice (LCA) meeting funder and Citizens 

Advice Membership Scheme requirements. 
Location:  ​ Neath Port Talbot or Swansea.  The postholder may be asked 

to work at any of the LCA locations on a temporary or 
permanent basis for training or service delivery purposes. 

Hours:​ ​ 37 hrs  (part time considered, minimum 22.5hrs) 

Term:​​ ​ Permanent (continuation will be dependent on funding)  



Key accountabilities 
Main Duties related to casework 
●​ Assess clients’ needs and provide one off money/debt advice including 

exploring options and implications to enable the client to make 
informed decisions.  

●​ Give information and advice for clients to empower them to act on their own 
behalf including signposting to other agencies.  

●​ Provide detailed casework encompassing the full range of: 
o​ money advice, including assistance with bankruptcy, Debt Relief 

Orders, challenging liability, court processes, financial capability 
o​ and representation at court.  

●​ Negotiate with third parties, including statutory and 
non-statutory organisations as required.  

●​ Act for or advise the client with other problems where they are an 
integral part of their case.  

●​ Ensure income maximisation through identification of and applications 
for appropriate benefits or application for other financial assistance.  

●​ For debt cases, produce and validate accurate financial statements in accord 
with company practices.   

●​ Maintain case records to required standards on the company data system.  
●​ Maintain delivery of key areas of casework such as work brought forward, key 

dates and deadlines, closure of cases etc.  
●​ Use IT for statistical recording, record keeping and document production 
●​ Provide cover as appropriate for other caseworkers and advisers who may be 

absent. 
●​ Participate in peer and file review systems organised within the company 

or by external funders or bodies.  
●​ Meet the performance targets set by the organisation and inform the Senior 

Manager as a matter of urgency with regard to any problems in meeting 
performance targets. 

 
Research and Campaigns 
Assist with research and campaigns work by providing information as 
appropriate, completing Evidence Forms and Client Impact Forms as appropriate 
and alerting other staff to local and national issues 
 
Professional development 
Keep up to date with legislation, case law, policies and procedures relating to the 
job role, undertake appropriate training as required and attend relevant internal 
and external meetings  



 
Public relations 
●​ Liaise with statutory and non-statutory organisations and represent the 

Service on outside bodies as appropriate. 
●​ Protect the organisational reputation and seek opportunities for promoting 

the organisation. 
●​ Promote the service to local partners and the general public. 
●​ Advertise volunteering opportunities and take part in volunteering activities. 
●​ Promote use of online referrals facility to local organisations. 

General   
●​ Comply with the LCA Policies and Procedures. 
●​ Ensure that the LCA principles and values are lived and modelled at all times 

demonstrating commitment to the aims of the Citizens Advice service. 
●​ Support the development, engagement and participation of volunteers 

throughout the LCA demonstrating the value the organisation places on their 
contribution.  

●​ Be an active and positive member of the team. 
 
Other duties and responsibilities 
●​ Be as flexible as possible to accommodate changes in working pattern 

and work location in order to meet the needs of the business.          
 

This is not an exhaustive list of tasks and the postholder may be asked to 
undertake any other reasonable duties in connection with their post. 

 
Job Descriptions are reviewed frequently and may be amended at any time in 
accordance with the needs of the local office.   This job description does not 

form part of your contract of employment 
 
Dated: ​ ​ ​ ​ ​ ​ Signed:​
 
 

 



 

  Person specification​
 

Knowledge 
A.​ In depth knowledge of; 

o​ the processes involved in dealing with debt cases and the different 
types of debt and the options available to people. E 

B.​ Awareness of the ways that life events can affect an individual’s 
circumstances: banking, debt, benefits, credit and borrowing E 

C.​ Understand the issues involved in interviewing clients.  E 
D.​ Understanding of and commitment to the aims and principles of the Citizens 

Advice service and its equity and diversity policies. E 
 
Abilities 
E.​ Effective oral and written communication skills including negotiating, 

preparing reviews, reports and correspondence. E 
F.​ Ordered approach to casework and an ability and willingness to follow and 

develop agreed procedures. E 
G.​ General numeracy skills. E 
H.​ Ability to prioritise own work, meet deadlines and manage caseload. E 
I.​ Ability to use case recording systems and general office IT. E 
J.​ Ability to give and receive feedback objectively and sensitively and a 

willingness to challenge constructively. E 
K.​ Ability and willingness to work as part of a team. E 
L.​ Ability to speak Welsh. D 

 
Experience 
M.​ At least six months experience of either: 

o​ money advice casework; E 
N.​ For debt caseworkers, good understanding/ experience of the processes in 

dealing with FCA CONC and reporting requirements D 
O.​ For debt caseworkers, ideally DRO intermediary certification, however this is 

not essential as training for this role will be given priority D 
P.​ Generalist advice work experience. E 
  



  Terms and conditions 

Terms and conditions will be provided when an offer of employment is made 
 

 

  What we give our staff 
 
In return we give our staff the following benefits: 

�​ Comprehensive training programme backed by the National Organisation 
�​ Pension scheme 
�​ Generous annual leave entitlement with incentive for long service 
�​ Access to employee Health and Wellbeing scheme 
�​ Flexible work patterns, if this needed 

 
 
 

Equity, diversity & inclusion at Citizens 
Advice Swansea Neath Port Talbot 
 

Citizens Advice Swansea Neath Port Talbot is fully committed to stand up and 
speak up for those who face inequality and disadvantage. We want this to be 
reflected in the diversity of the people who work for us.​
​
To help us achieve this, we aim to make our recruitment process as fair as it can 
be. We also offer support to disabled candidates to make sure no one loses out 
on a role because of their condition.​
 
We judge the application, not the person. The selection panel won’t see your 
personal details. This makes sure each person’s response is judged on its merits 
and not on their background. 
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