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Job Title

-Money Advice Caseworker (Trainee)





About Citizens Advice Liverpool 

The first Citizens Advice opened in Liverpool on 4th September 1939, established in the aftermath of the first world war and provided, amongst other initiatives, a casework service for families in need.  

Since then, we have continued to grow as a frontline service, finding innovative solutions to the advice needs of our community through free, confidential and independent advice and information services.  

Citizens Advice Liverpool is a charity, dependent on a workforce of paid staff and over 120 trained volunteers. We operate over four permanent sites (Belle Vale, Garston, Walton & Wavertree) and over 30 outreach locations in the city, which we are continually reviewing to ensure we are reaching the people most in need of our services. 

We are a member of "National Citizens Advice", which provides the extensive information system we use to advise clients and sets standards for advice, training, equal opportunities and accessibility in our offices.  

We receive funding from Liverpool City Council; which helps support our generalist advice service which gives advice on a wide range of subjects such as; benefits, work, debt & money, consumer, family, housing, law & courts, immigration and health. We also receive funding from other major contributors which helps run our specialist advice projects.  

Our current funded services
Advice on Prescription Programme, 'Ways to Wellbeing' Liverpool - funded by NHS Liverpool CCG, the service enables Liverpool GPs to refer patients for assistance on a range of non-medical issues. The service aims to improve patient's health and wellbeing by offering a comprehensive offer of practical and wellbeing advice and support.

Help Through Hardship Project - In partnership with The Trussell Trust, Citizens Advice Liverpool have been delivering the Help through Hardship Helpline. The helpline has been highly successful in reaching those clients most in need, offering advice and access to foodbank vouchers.

Greater Merseyside Money Advice Project (GMMAP) - funded by the Money Advice Service, provides debt advice face to face, through telephone. WhatsApp and email.

Hate Crime - Funded by the OPCC, Citizens Advice Liverpool are providing practical & social support to LGBT+ victims of Hate Crime. 

Help to Claim – Funded by DWP through Citizens Advice, provides support to apply for Universal Credit from eligibility and applications up until first correct payment. 

Pension Wise - A free and impartial government service about the different ways you can take money from your pension. 2017-18 was the most successful year for Pension Wise so far, with nearly 90,000 appointments delivered. 

Project Advice Liverpool & Sefton (PALS) - delivered with Citizens Advice Sefton to assist clients with the effects of Welfare Reform.

Over 22/23, we helped over 28,000 clients with over 116,000 issues. Our top advice issues are benefits, debt/financial capability, energy, health, charitable support/foodbanks and housing.

We’re proud of that achievement and know it was only possible because of the huge levels of commitment shown by our staff and volunteers. We know there is still more we can do for our communities and have big ambitions to develop our service, both in terms of the scope of our work and ways we deliver our advice.  

 We’re excited that you want to be part of the team and look forward to receiving your application.

Citizens Advice Liverpool recognises the positive value of diversity, promotes equality and challenges discrimination. We aim at all times to recruit the person who is most suited to the job and welcome applications from people of all backgrounds. 




· The role

JOB TITLE:			Money Advice Caseworker (Trainee)    		
RESPONSIBLE TO: 	Head of Money Advice and Financial Inclusion Services
PLACE OF WORK:		Liverpool Innovation Park   
SALARY:			£27,097 annum (£30,106 after 6 months, when training 				requirements are met),
3 POSTS:			Fixed-term contracts until 30th June 2027
HOURS OF WORK:		35 hours per week
LOCATION: 			Various locations across the Liverpool area.  
Some flexible hybrid working - 4 days office based, 1 day work from home.

ADDITIONAL INFORMATION:     
As well as a competitive salary CAL also provides access to 
· 27 days annual leave plus bank holidays
· Hybrid Working Scheme
· Interest free travel loans
· Employee Assistance Programme
· Pension Scheme
· Cycle to Work Scheme
· Lifestyles Gym Membership (20% corporate discount)
· Enhanced maternity, paternity and adoption leave pay
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Role Purpose:  

Do you enjoy helping people? Are you a compassionate and people focused person? 
Do you want to make a real difference to the lives of people who are in problem debt and help them find a way forward? 
 
  
The Debt Advice Caseworker will provide an in-person high-quality debt advice and casework service to the organisation’s clients.  
 
The Debt Advice Caseworker will provide mentoring and support to their co-workers, which will help develop their skills and expertise in debt and money management service, ensuring they deliver our clients with the best possible service. 
 
A demanding role, whereby the Debt Advice Caseworker will have the ability to understand and deal with complex information. 
 
They will work collaboratively with their team, management and external organisations. 
 
Flexibility is a key characteristic of all our posts, and the post-holder may be asked to carry out other tasks consistent with the grade from time to time.
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To be appointed as a Debt Advice Caseworker, you will need to have: 
 
1. Knowledge and experience of complex debt casework, covering priority and non-priority debt advice, options and insolvency solutions. 
OR  
To be appointed as a Trainee Money Advice Caseworker, you will need to have knowledge of advice areas and money advice issues and have experience of giving advice. We’re not looking for the finished article, if you have the right attitude then we can help to develop your skills.  
 
2. Experience of achieving performance and quality targets/KPIs. 
 
3. Ability and willingness to undertake training and development to comply with Money and Pensions Service and Citizens Advice quality standards.  
 
4. Effective oral/written communication skills and be numerate to the level required by the tasks. 
 
5. Ability to prioritise own work, meet deadlines, manage workload and targets in a pressured environment. 
 
6. An ordered approach to casework and an ability and willingness to follow and develop agreed procedures. 
 
7. IT literacy with an ability to use software packages including Microsoft Office products in the provision of advice and preparation of formal written materials. 
 
8. Ability to give and receive feedback objectively and sensitively and a willingness to challenge constructively. 

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

10. Understanding of and commitment to the aims and principles of the Citizens Advice service and its equalities and diversity policy 

11. Ability to work across different sites within Liverpool.  

12. Institute of Money Advisers Certificate in Money Advice Practice or MaPS Caseworker accreditation equivalent.
  
Equality and Diversity:   
  
All staff members are expected to demonstrate a commitment to equality and diversity. We recognise and celebrate the positive value of diversity, promote equality and challenge discrimination.  

Responsibilities: 
 
1. Provide a casework service covering the full range of debt and money management advice, including debt relief orders, bankruptcy, and debt management plans.   
2. Deliver our service by a range of methods required, including telephone/digital channels, drop-in sessions, appointments, outreach work, and home visits. 
3. Act for clients where necessary; this includes drafting letters, budgets, financial statements, and negotiating with third parties. 
4. Ensure income maximisation through the take up of appropriate welfare benefits. 
5. Prepare and present cases to statutory bodies, tribunals, and courts when required. 
6. Assist clients with issues, where they may be an integral part of a case, and refer them to the appropriate agencies and advisers. 
7. Maintain standards of service delivery and ensure that casework conforms to the Citizens Advice membership requirements, the Advice Quality Standard, and the Money and Pensions Service Advice Quality Framework. 
8. Comply with systems for monitoring and reporting purposes. 
9. Work collaboratively with colleagues to ensure that the service area meets key performance indicators and targets. 
10. Assist in the smooth running of the organisation and provide emergency cover for other parts of the service when necessary. 
11. Analyse and interpret complex information, communicating this effectively in writing with particular emphasis on negotiation and representation. 
 
Research and Campaigns  

1. Keep up to date with current research trends and campaign issues. 
2. Participate in research and campaigns activity by providing information on client’s circumstances and acting on behalf of the client. 
 
 
Essential Criteria 
1. An understanding of and commitment to the aims, principles and policies of the Citizens Advice service including a strong commitment to equality and diversity. 
2. An understanding of the problems and issues associated with unmanageable debt and their implications for clients and advice service provision. 
3. Recent experience of providing advice to the Advice Quality Standard and/or the willingness and ability to complete full debt advice training. 
4. A good understanding of the skills and techniques used in interviewing clients through a range of channels including telephone, digital and face-to-face. 
5. The ability to understand the needs of others and to empower clients to take action for themselves. 
6. The ability to monitor and maintain own standards, prioritise work and meet deadlines and targets. 
7. The ability to give and receive feedback objectively and sensitively and a willingness to challenge constructively. 
8. The ability to work as part of a team and to respond positively to change. 




 
Guidance to assist with completing your application
It is essential that you carefully read the job description and person specification. 
However, when you fill in the application form THE MOST IMPORTANT DOCUMENT IS THE PERSON SPECIFICATION. 
You should go through this point-by-point and show on your application form how you have the particular experience or skills asked for.  You should give examples to evidence your statements.  Typically, these examples will be things you have done in the past or responsibilities that you have at present. Where relevant you should explain the results you achieved as well as describing the activity itself. 
You will not be short listed for interview unless you clearly demonstrate how you meet the requirements of each person specification point. We are therefore unable to accept Curriculum Vitae. 
We usually experience a very high volume of interest in our posts and unfortunately do not have the resources to respond to applicants that have not been shortlisted.  Therefore, if you have not heard from us within one week of the closing date please assume that your application has been unsuccessful on this occasion.
Disability
Please let us know if you require any adjustments to be made to the application process or would like to provide any information you wish us to take into account when we are considering your application. If you are selected for interview, we will ask you to let us know if you have any access needs or may require reasonable adjustments to the interview or assessment (if applicable) at that stage. Please be assured that we will be supportive in discussing reasonable adjustments with you at any stage of the recruitment and selection process.
Entitlement to work in the UK
A job offer will be subject to confirmation that you are permitted to work in the UK in accordance with the provisions of the Asylum and Immigration Act 1996. You will be asked to provide evidence of your entitlement to work in the UK if you are successful and an offer of employment is made. Please note that Citizens Advice Liverpool does not hold a sponsor licence and, therefore, cannot issue certificates of sponsorship under the points-based system.
Information, experience, knowledge, skills and abilities

This is a key section of the application form which allows you to provide evidence of your experience, knowledge, skills and abilities that are relevant to the role as described in the role profile. Selection is based on an assessment of the evidence you provide against the requirements of the role as set out in the person specification. It is important that you tailor your response to clearly demonstrate how you meet each requirement. No assumptions will be made about your achievements and abilities. 
Please provide one example for each requirement. You should choose examples of past experience that clearly demonstrate what we are looking for, and be precise about what you did, how you did it and the outcome or result of your actions. Please try to limit your response to each criterion to a maximum of 200 words. 
A useful guide might be S.T.A.R: 
Specific – give a specific example 
Task – briefly describe the task/objective/problem 
Action – tell us what you did 
Results – describe what results were achieved 
Please provide recent work examples wherever possible. However, do remember that relevant examples from other aspects of your life, for example: voluntary unpaid work, school or college work, family or home responsibilities, can also be given.

Shortlisting outcomes
Shortlisted applicants will be invited for an interview. Some positions may require additional assessments (practical task/test or assessment centre). If this is the case, you will have received details with the application pack - further details will be provided if you are shortlisted.
References
All job offers are subject to the receipt of two satisfactory references: One should be from your current or most recent employer or line manager (if you are employed through an agency), or your course tutor if you have just left full time education. The other should be someone who knows you in a work related, voluntary or academic capacity. Both referees should be able to comment on your suitability for the role. References will only be taken up for successful candidates following interview.
Criminal Convictions
Anyone who applies to work within Citizens Advice Liverpool will be asked to disclose details of unspent convictions during the recruitment process. Having a criminal record will not necessarily bar you from working for Citizens Advice Liverpool – much will depend on the type of job you have applied for and the background and circumstances of your offence. However, we are not able to employ anyone with a conviction for a sexual offence against a child or vulnerable adult, regardless of when the offence took place. All other convictions will be considered on an individual basis. Disclosure and Barring Service (DBS) disclosures are only requested where proportionate and relevant to the post concerned. If the post for which you are applying for requires a DBS disclosure, this will be noted in the application pack.
How to apply
Applications should consist of: 
· A completed application form (CVs will not be considered). 
· A diversity monitoring form completed online here. 
Please note that we reserve the right to close this vacancy earlier than the advertised closing date if we receive a sufficient number of applications or identify a suitable candidate.
Completed applications should be emailed to: recruitment@caliverpool.org.uk no later than 6th November, 10am 
The application timeline
Applications open:	05/10/2026
Applications close:	06/11/2026
Shortlisting held:		06/11/2026
Interviews held:		11/11/2026
Start date:			ASAP

Please note that interviews will take place over Microsoft Teams

Who to contact
Queries regarding the job description or the role overall should be sent to:
Email: recruitment@caliverpool.org.uk
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