
 

Job description and person specification 

  

Job Title Resilience Team Leader 

Reporting to Advice Service Manager 

Hours 30 to 37.5 per week 

Salary £29,663 - £31,890 FTE (pro-rata for part-time personnel) depending on 

experience 

Pension 5% employer contribution 

Location Hybrid (home and office based)  

The postholder will be expected to be based in Somerset and to travel to 

meetings and Alliance Partnership events across Somerset 

The Role This role will build on the foundations of the previous Household Support 

Fund programmes delivered by Citizens Advice Somerset. The role will lead 

the development and delivery of targeted and responsive advice provision 

that supports clients to recover, rebuild and retain financial resilience. The 

Resilience Team Leader will be responsible for ensuring that our delivery 

programme aligns with provision from the wider Somerset Crisis and 

Resilience Alliance partnership and upholds the values and principles of the 

Alliance and the Crisis and Resilience Fund.      

 

The targeted and responsive advice provision will be delivered by a 

dedicated Resilience Team who will be active across Somerset delivering 

advice and casework to clients allocated via Task Lists and referrals or those 

who have engaged directly via an Alliance partner, Adviceline or Community 

Access Points..   

 

The Resilience Team will be required to develop working relationships within 

one or more of the 12 Neighbourhood Areas that are Connect Somerset.  

The Resilience Team Leader will represent this Service within 

Neighbourhood Networks and Alliance clusters and lead in the development 

of relationships between the delivery team at Citizens Advice Somerset and 

other partners’ provision.    

 

The Resilience Team Leader will work with clients in person at agreed 

locations across Somerset and via phone and video call as relief support for 

the team.   

 

The role requires someone that thrives in a busy and fast paced work 

environment and who is a confident communicator and Team leader and an 

experienced adviser or caseworker. The role will suit someone who is highly 



organised with the ability to coach and support team members, build 

effective working relationships with Alliance partners and Neighbourhood 

teams whilst also ensuring that the Resilience Team are delivering to targets 

within a quality assured framework.    

 

Role Responsibilities  

1. Our values 

▪ Work within the ethos and values of Citizens Advice Somerset  

▪ Develop positive, trusting and professional relationships with clients, 

colleagues, partners and external agencies    

▪ Always demonstrate a commitment to the aims, principles and policies of the Citizens 

Advice Service and our Equity, Diversity and Inclusion policies 

▪ Provide peer support and guidance to other less experienced staff and volunteers.  

2. Team leading 

▪ To work under the direction of the Advice Service Manager (ASM) leading on this 

project to oversee the day-to-day delivery of the service and co-ordinate the Resilience 

Team’s work in accordance with the funding contract, project plan, Citizens Advice and 

FCA quality standards and organisational policies 

▪ To represent the service at Neighbourhood Hub and Alliance meetings and promote 

access to the service across all communities 

▪ To develop referral pathways and referral relationships with partners and to receive 

and allocate referrals 

▪ To oversee and manage the number of open and closed cases and ensure a 

manageable workload for each team member  

▪ To liaise with all the ASMs and local office supervisors to ensure that the Resilience 

Team are made available to provide the service with a smooth transition from the 

Organisation’s main and other provision 

▪ To oversee case recording to ensure the correct codes and outcome records are 

entered 

▪ To provide technical expertise and guidance to individual team members and ensure 

they always have access to expert technical support and supervision  

▪ To provide one to one line management supervision to the Resilience Team and other 

members of the team   

▪ Provide support and guidance to newly qualified advisers and trainee caseworkers as 

appropriate ensuring that they work through their training successfully 

▪ Facilitate monthly Resilience Team meetings and other team communications  

▪ Assist with monitoring quality compliance and performance and complete case 

checking including, where appropriate, IFRs (Individual File Reviews) 

▪ To work alongside the Client Services Operations Manager and the ASM to develop the 

service and to build and maintain effective relationships with funders, Alliance 

partners and stakeholders  



▪ To work alongside the Crisis Team Leader to ensure that the crisis payment 

programme is facilitated to the scheme requirements and to support clients to 

transition from crisis support into resilience pathways.  

3. Partnership development 

▪ Build on existing links and develop new connections with Alliance partner agencies to 

work together in a collaborative approach to support engagement with the full range 

of support available within the Crisis and Resilience Alliance   

▪ Facilitate co-hosting and co-location working where appropriate so that the Resilience 

Team are active in local neighbourhoods   

▪ Maintain a flexible and participatory approach to encourage, monitor and evaluate 

engagement and to identify under-served communities 

▪ Develop resources and lines of communications that support neighbourhood working 

and a no wrong door approach across the Alliance.     

4. Networking and community engagement 

▪ Work with others to identify opportunities to expand the reach of the Alliance 

connecting with local communities and place-based events   

▪ Work closely with external agencies to provide collaborative and seamless support, 

encouraging engagement with the full range of support available from the Crisis and 

Resilience Alliance   

▪ Participate in and promote community engagement events. 

5. Provision of advice and casework 

▪ Provide advice and casework covering the full range of clients’ presenting issues  

▪ Identify urgent situations and ensure any possible action is taken immediately 

▪ Provide welfare benefits advice to clients, to include assessing eligibility for benefits, 

better-off calculations and other income maximisation advice 

▪ Assist clients in making applications for grants and other schemes where relevant 

▪ Enable clients to identify and explore various options they may have in addressing 

their situation, avoiding further distress or risk of harm wherever possible 

▪ Assist clients with other problems which are an integral part of their case, referring to 

other agencies as appropriate 

▪ Maintain timely, accurate and detailed case records, key dates systems and adhere to 

administration policies and processes  

▪ Maintain statistical information and other required documents and undertake client 

feedback surveys and facilitate client evaluation  

▪ Ensure all work casework conforms to Operational Policy including meeting the 

requirements of the Advice Quality Standard, FCA and MaPS requirements. 

6. Research, campaigns and monitoring 

▪ Identify and contribute to research and campaigns issues or take-up campaigns of 

both local and national importance 

▪ Support with the provision of reports to the CEO and/or Board. 

5. Personal and professional development 

▪ Complete induction and essential training to obtain the skills required for the role  



▪ Commit to regular training updates to maintain and develop your knowledge and skills 

in accordance with the Citizens Advice standards of practice   

▪ Keep up to date with legislation, case law and procedures relating to advice provision 

and undertake the annual mandatory professional development training 

▪ Engage effectively with supervision, individual file review and annual review to improve 

your performance and advance your professional development 

▪ Assist in initiatives to improve services. 

 

6. Other duties  

▪ Uphold the aims and principles of the Citizens Advice service and its equal 

opportunities policies 

▪ Abide by health and safety guidelines and share responsibility for your own safety and 

that of colleagues   

▪ Ensure the highest standard of consideration and respect to all stakeholders of the 

Citizens Advice Service, including clients, volunteers, colleagues and funders 

▪ Carry out any other tasks and support Citizens Advice work as necessary.   

 

Please note that this job description does not constitute a ‘term and condition of 

employment’. It is provided only as a guide to assist an individual in the performance of the 

job and is not intended to be an inflexible list of tasks. 

 

Person specification 

Shortlisting and interview selection will be conducted using information provided in either 

your application and during your interview (or both) – for internal candidates your Citizens 

Advice Somerset performance and training records will be considered for items 1, 2, 4, and 9.  

 

About you  Shortlisting 

matrix 

1. Confident and experienced team leader with excellent 

communication skills. 

Essential 

Application and 

interview 

2. Qualified and competent generalist adviser holding the relevant 

accredited quality standard and other competencies set down by 

Advice Quality Standard, Money and Pension Service, FCA and/or 

Institute of Money Advisers 

Essential 

Application and 

interview 

3. Demonstrable and thorough understanding of the application of 

income maximisation process in a busy advice organisation and of 

doing so in an ordered and efficient way, including where 

appropriate, through a referral into the Money Advice Service 

(MAPS) funded programme  

Essential 

Application and 

interview 

4. Experienced in providing advice with casework and a demonstrable 

understanding of the welfare schemes available to support clients  

Essential 

Application and 

interview 



5. Experience of providing effective guidance and support to peers 

and junior colleagues and the ability to plan and co-ordinate the 

workload of others. (Training will be available for candidates with 

relevant transferrable skills and experience but who have not held 

a previous role as a line manager) 

Essential 

Application and 

interview 

6. Excellent communication skills (spoken and written) and the ability 

to develop and maintain positive, professional, working 

relationships with clients, funders, stakeholders, colleagues, 

volunteers and other agencies 

Essential 

Application and 

interview 

7. Proven ability to plan and prioritise your workload and that of a 

team, problem solve, meet deadlines and work calmly and with 

focus within a busy and fast paced environment 

Essential 

Application and 

interview 

8. A positive approach to quality of advice audit (including peer review 

and external audit) and a commitment to constructive feedback as 

part of the quality assurance and learning process (as a recipient 

and as a line manager)  

Essential 

Application and 

interview 

9. Demonstrable IT skills including being a very confident and 

competent use of Word, cloud-based systems and case 

management systems to maintain effective records, administrative 

and reporting systems.     

Essential 

Application and 

interview 

10. Understanding of and a commitment to the aims and principles of 

Citizens Advice and policies of the Citizens Advice service and the 

positive value of equity, diversity and inclusion.  

Essential 

Application and 

interview 

11. A commitment to travelling to various locations as required. Essential 

Application 

 


