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Thanks for your interest in working at Citizens Advice Telford and The Wrekin (CATW). 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
· 3 things you should know about us
· Overview of Citizens Advice and Citizens Advice Telford and The Wrekin
· The role profile and personal specification
· Terms and conditions
· What we give our staff
	Want to chat about this role?
If you want to chat about the role further, you can contact our team at recruitment@telfordcab.co.uk
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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.
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	3 things you should know about us



1. We’re local and we’re national. We have 6 national offices and offer direct support to people in around 300 independent local Citizens Advice services across England and Wales.

2. 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.
 
3. 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.





How Citizens Advice Telford and The Wrekin works

Citizens Advice Telford and The Wrekin (CATW) provides free, confidential and independent advice for residents across the borough. In 2025/26, our work continues to focus on the issues affecting local people most: benefits, debt, housing, employment, relationships and immigration, alongside urgent support for people facing poverty, financial hardship, homelessness or crisis.

We deliver a broad mix of advice and casework services, including locally funded outreach and community projects, the national Energy Advice Programme, Help to Claim and Money and Pensions Service Debt Advice. Our services are offered through multiple channels, from our Stafford Park office and to a growing network of over 20 trusted community and outreach locations.

We are a charity - this opportunity, funded by Telford and Wrekin Council supports our 2026/27 priority to take advice further into communities, helping residents tackle cost-of-living pressures, strengthen financial resilience and access timely support before problems escalate.
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The Citizens Advice service is made up of Citizens Advice - the national charity - and a network of around 300 local Citizens Advice members.

This role sits our network of independent charities, delivering services from

· over 600 local Citizens Advice outlets
· over 1,800 community centres, GPs’ surgeries and prisons

They do this with:  

· 6,500 local staff
· over 23,000 trained volunteers

Our reach means 99% of people in England and Wales can access a local Citizens Advice within a 30-minute drive of where they live.
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Citizens Advice Telford and The Wrekin is looking for a Financial Resilience Outreach Officer to help local residents build financial resilience, maximise income, manage household budgets and access the right support at the right time.
This is a practical, community-based role working with people across Telford and The Wrekin who may be affected by cost-of-living pressures, insecure income, debt worries or difficulty managing household budgets. As part of our front of house team, you’ll provide information, signposting and appointment booking support, helping residents take the next step towards advice where needed.
Funded by Telford and Wrekin Council, the role supports our priority to take advice further into local communities. You will work from a range of community settings, build links with local partners and act as a positive ambassador for CATW, helping people access timely support before problems escalate.
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You will work in the community to promote the project, explain the support available through Citizens Advice and help residents take practical next steps. This includes signposting, providing trusted information, registering clients, booking appointments, recording accurate details and working alongside new and established CATW staff and volunteers.
The role will involve attending outreach sessions and community events, with some evening or weekend work where needed.
We are looking for someone who is self-motivated, organised, flexible and able to work well as part of a team.
You will need to manage competing priorities, stay calm in a busy environment and keep accurate records while supporting people with a range of needs.
This is a great opportunity to build an understanding of the charity sector and play a practical role in helping local residents access the support, information and advice they need.
We are looking for someone with good IT and communication skills, a positive and non-judgemental approach, and a commitment to the aims and principles of the Citizens Advice service. We will consider a trainee appointment - full training and support will be provided to develop the knowledge and competence required for the role.  
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Welcome clients at outreach locations, maintain confidentiality and help people understand what support is available.
Explore each client’s enquiry, identify urgent needs or crisis issues, and connect them with the right CATW service or advice team.
Register clients on Casebook where advice is needed, check consents and permissions, record clear enquiry notes and apply the correct CRF funder code.
Manage all aspects of appointment administration, including booking adviser appointments, maintaining diaries and spreadsheets, recording details accurately, explaining arrangements to clients and supporting reminders or call backs where appropriate.
Promote the project with local partners, community venues and residents, acting as an ambassador for CATW and building positive working relationships across Telford and Wrekin.
Support telephone, online and email enquiries linked to the Crisis Resilience Fund, cost-of-living pressures, income maximisation, budgeting and crisis support, using sensitive listening and questioning skills to identify needs and urgent issues.
Use sensitive listening and questioning skills to understand client needs, identify urgent issues and help people take practical next steps.
Share feedback, emerging issues and service development opportunities with managers.
Support research and campaigns activity through case studies, data collection and client consent where appropriate.
Take part in team meetings, one-to-ones and agreed training, and work in line with CATW policies and procedures.
Respond flexibly to changing service needs and carry out other duties in line with the broad remit of the role.
Support and promote equality, diversity and inclusion in all aspects of the role.
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Essential

Experience and understanding
Experience of working with people in a customer, client-facing, advice, support or community setting, including face-to-face and telephone contact.
Understanding of the issues that can affect financial resilience, including cost-of-living pressures, low income, debt, budgeting worries and crisis situations.
Ability to communicate clearly, sensitively and professionally with clients, colleagues and external partners.
Confidence using Microsoft Office or similar software, and willingness to learn Citizens Advice systems such as Casebook.
Experience of working in a busy environment, managing competing priorities and keeping accurate records.
Skills and abilities
Able to listen carefully, ask appropriate questions and identify when someone may need urgent or specialist support.
Able to explain information clearly and help people understand their next steps without giving advice beyond the scope of the role.
Able to build positive working relationships with community venues, partners and colleagues.
Able to organise workload, manage appointment administration and maintain accurate records.
Able to work independently in outreach settings while contributing positively to a wider team, including new and established volunteers.
Flexible and willing to work occasional evenings or weekends to support outreach activity.

Desirable
Experience of working or volunteering in a community, advice, charity or public service setting.
Knowledge of Citizens Advice services, local advice pathways or voluntary and community sector support in Telford and Wrekin.
Experience of supporting people who may be vulnerable, distressed or facing complex needs.
Experience of outreach, engagement, community events or partnership working.
Knowledge of financial resilience, income maximisation, budgeting support or crisis-related support services.
Access to a car and hold a UK driving licence.
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Post title: Financial Resilience Outreach Officer
 
Responsible to: Client Services & Facilities Coordinator
 
Location: Various community locations in Telford and Wrekin

Hours: 37 per week, with some flexibility and occasional evening or weekend working required
 
Duration: Fixed term for 12 months, with potential for up to 3 years’ funding subject to service performance
 
Job purpose: To help local residents build financial resilience by promoting CATW services in community settings, identifying support needs, helping clients access the right advice or crisis support, and keeping accurate appointment, referral and client records.
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Generous holiday entitlement:
25 days (full-time equivalent, excluding bank holidays)
Long-service holiday
Increase after 1 year of service by 1 day per year up to a maximum of 5 extra days.
Flexible working practices
Company pension scheme
Paycare scheme
Ongoing training and development opportunities – protected learning time
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