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Welfare Rights Worker - Job Description 
 
Role purpose 
 
To assist in providing an efficient and effective Welfare Benefits service to assess 
eligibility, maximise income and review and appeal decisions as appropriate. 
Required to provide advice through various service delivery points, including 
outreach locations.  
 
Hours: 30 hours per week 
Term: Permanent 
Salary: £20,639 p.a. 
Holidays: 28 days p.a. + bank holidays 
Support: Comprehensive Employee Assistance Programme 
 

Key work areas and tasks 

General 

 Uphold the aims and principles of the Citizens Advice service. 

 Work within the service’s ethos and values, especially regarding equality and 
discrimination. 

 Work within health and safety guidelines sharing responsibility for own 
health and safety and that of colleagues. 

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

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

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

 Work to Key Performance Indicators at AQS quality standards. 

Casework 

 Provide advice work covering the full range of Welfare Benefits law. 
 Act where necessary by calculating, drafting or writing letters and producing 

written submissions for clients as appropriate. 
 Negotiate with third parties. 
 Ensure income maximisation through the take up of appropriate benefits. 
 Prepare paper submissions to the appropriate statutory bodies, tribunals and 

courts as appropriate. 
 Assist with related problems where they are an integral part of the case and 

refer to other advisers or specialist suppliers as appropriate. 
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 Make outreach visits, where necessary and subject to resources. 
 Provide advice and assistance to staff and volunteers across the whole range 

of Welfare Benefits issues. 
 Ensure that all casework conforms to the Office Manual and any AQS quality 

standard. 
 Maintain electronic case records for the purpose of continuity of casework, 

information retrieval, statistical monitoring and report preparation. 
 Ensure that all work conforms to the services systems and procedures. 

Research & Campaigns 

 Assist with R&C work by providing information about client’s issues. 
 Completion of Evidence Forms, complying with agreed targets. 
 Alert clients to R&C issues. 
 Keep up to date with current campaigns 

Administration 

 Make recommendations for improvements to services. 
 Effectively utilise IT for statistical recording, cased recording & document 

production. 
 Keep up to date with policies and procedures and undertake appropriate 

training. 

Welfare Benefits Worker person specification 
 

1. Knowledge and experience of giving competent accurate Welfare Benefits 
advice casework to AQS Quality Mark standards. (Essential) 

2. Understanding of and commitment to the aims and principles of the Citizens 
Advice service and its equal opportunities policies. 

3. Understanding the implications of Welfare Reform and the impact on 
individuals and families. 

4. Effective oral communication skills. 
5. Effective writing skills with particular emphasis on negotiating, preparing 

reviews, reports and correspondence. 
6. Ability to prioritise own work, meet key date deadlines and targets.  
7. Ability to manage a varied caseload in the region of 25 live cases at any one 

time. 
8. Ability to effectively use IT in the provision of advice and the preparation of 

reports and submissions. 
9. Ability to give and receive feedback objectively and sensitively and a 

willingness to challenge constructively. 
10. Ability to accurately calculate benefit entitlements and maximise income. 
11. Flexibility and willingness to work as part of a team. 
12. Ability to monitor and maintain own standards. 


