
JOB TITLE:   Universal Support: Help to Claim Assessor x 2 

 

SALARY:   £26,000 per annum pro rata + 8.5% pension contribution  

                                               (after satisfactory completion of your probation period) 

 

HOURS: We are recruiting two Help to Claim Assessors. Full time hours are 

35 hours per week. Normal working hours 09.30 – 17.30 excluding 

lunch break – open to job share/part time applicants. 

 

CONTRACT TYPE: Fixed-term 12 months (with the possibility of extension) 

 

RESPONSIBLE TO:  Service Manager (Projects)   

 

RESPONSIBLE FOR:         Universal Support Volunteers  

 

LOCATION: The post holder will have an office base (either Battersea Library or 

Roehampton office) and will be required to work regularly at 

outreach locations (eg. Wandsworth Job Centre) 

 

BACKGROUND 

The Citizens Advice service is made up of Citizens Advice - the national charity - and a network 

of around 300 local Citizens Advice members. 

 

Citizens Advice Wandsworth (CAW), one of the local Citizens Advice members, is a thriving 

advice organisation that provides information, advice and casework support to local 

residents. In the last 12 months we have helped about 13,000 people. In addition to our core 

advice service, funded by Wandsworth Council, we have a growing range of projects, funded 

from sources included trusts and foundations and the local Clinical Commissioning Group.  

 

Citizens Advice nationally is set to deliver a new service called “Universal Support: Help to 

Claim” which offers end-to-end support to help people make a new Universal Credit claim 

and be ready for when their first payment arrives. Citizens Advice Wandsworth is recruiting 

two Face-to-Face Assessors, and one Telephone and Webchat Assessor (see separate JD), in 

order to deliver the “Universal Support: Help to Claim” service locally.  

 

 

PURPOSE OF POST 

We are looking for an assessor with good IT skills to support clients to make and complete 

their new Universal Credit claim. You’ll be able to help clients overcome barriers to making a 

successful UC claim, and support them with information and skills to ensure they are able to 

maintain the claim. 

The postholder will refer clients with additional advice needs internally or to other specialist 

agencies as appropriate.  

 

Much of this work will be in outreach locations, You’ll therefore need to be able to 

communicate well with a range of stakeholders and develop good relationships with partners 



to ensure good referral and signposting arrangements to this service – to ensure project 

targets are met. 

 

 

PRINCIPAL TASKS AND RESPONSIBILITIES 

 

1. Advice giving 

 

 Interview clients using sensitive listening and questioning skills in order to allow clients 

to explain their problem(s) and empower them to set their own priorities 

 Support clients to use IT to make their new Universal Credit claim (this may mean 

helping them to set-up an email address, for example) 

 Supporting clients to gather the information they need to verify their identity and 

ensure payment can be made (this may mean giving information about setting-up 

basic bank accounts). 

 Use Citizens Advice resources to find, interpret and communicate the relevant 

information to clients 

 Complete benefits checks when appropriate  

 Research and explore options and implications so that clients can make informed 

decisions. 

 Act for the client where necessary using appropriate communication skills and 

channels. 

 Refer internally or to other specialist agencies as appropriate.  

 Ensure that all work meets quality standards and the requirements of the funder 

 Ensure that work reflects and supports the Citizens Advice service's equality and 

diversity strategy.  

 Maintain detailed case records for the purpose of continuity of casework, information 

retrieval, statistical monitoring and report preparation.  

 Work in a variety of settings including community outreach, Jobcentres and local 

authority offices as required 

 Complete the required training to comply with quality assurance processes 

 

 

2. Research and campaigns 

 

 Support our research and campaigns work through various channels including case 

studies, data collection and client consent 

 

3. Professional development 

 

 Keep up to date with legislation, policies and procedures and undertake appropriate 

training 

 Read relevant publications 

 Attend relevant internal and external meetings as agreed with the line manager 

 Prepare for and attend supervision sessions/team meetings/staff meetings as 

appropriate  

 



4. Administration 

 

 Use of telephony and IT equipment for multichannel delivery of advice services 

 Use of IT software for statistical recording of information relating to research and 

campaigns and funding requirements, record keeping and document production. 

 Ensure GDPR compliant training is completed on an annual basis  

 Ensure that all work conforms to Citizens Advice Wandsworth’s systems and 

procedures 

  

 

5. Other duties and responsibilities  

 

 Carry out any other tasks that may be within the scope of the post to ensure the 

effective delivery and development of the service  

 Demonstrate commitment to the aims and policies of Citizens Advice  

 Abide by health and safety guidelines and share responsibility for own safety and that 

of colleagues  

 

 

PERSON SPECIFICATION 

 

Essential  

1. The ability to commit to and work within, the aims, principles and policies of Citizens 

Advice service and the vision and business and development plan for CAW.  

 

2. Ability to use sensitive listening and questioning skills to get to the root of the issues 

and empower clients, whilst maintaining structure and control of meetings with them 

 

3. Ability to give and receive feedback objectively and sensitively and a willingness to 

challenge constructively 

 

 

4. Ability to use IT systems and packages, and resources in the provision of advice, record 

keeping and document production 

 

5. Good IT knowledge with an ability to support clients with their online claim application 

 

6. Ability and willingness to work as part of a team 

 

7. A commitment to reflective performance and continuous professional development, 

including a willingness to develop knowledge and skills in advice topics 

 

8. Ability to work in outreach settings with an understanding of information assurance 

and safety in those settings 

 

9. Ability to develop and maintain positive working relationships with external 



stakeholders  

 

10. A good up to date understanding of equality and diversity and its application to the 

provision of advice 

 

11. Ability to monitor and maintain standards for advice provision and quality assurance 

 

Desirable 

12. Knowledge of the benefits systems including Universal Credit 

 

13. Ability to carry out accurate benefit check calculations 

 

14. Basic knowledge of multiple enquiry areas to aid with identifying emergencies and 

making referrals where appropriate 

 

15. Ability to use telephony and IT systems to deliver services across multiple channels for 

example webchat and telephone 

 


