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Job Description

Job Title:		Specialist Debt Adviser
Location:		Home Worker with occasional travel to Sheffield, Manchester or Birmingham   
Contract type:                 Fixed term until 31st March 2028
Accountable to:             	Specialist Debt Advice Service Team Leader
Salary:			Grade 4 - £35, 581 per annum, pro rata for part time
Hours:			1 x Part Time – 28 hours per week -hours can be worked flexibly
Leave:			30 days holiday per annum pro rata plus bank holidays 

  
 
About Shelter 

Home is a human right. It’s our foundation and where we thrive. Yet every day millions of people are being devastated by the housing emergency.
 
We exist to defend the right to a safe home. Because home is everything.
We need ambitious, passionate people to join us. This is your chance to play a part in the fundamental change we are striving to achieve.
Our enemy is the social injustice at the core of the escalating housing emergency. To win this fight, we must be representative of the people we are here to help and those who support our movement. In all our people decisions, we take pride in being inclusive, equitable and transparent. We are committed to combating racism both within and outside Shelter. We welcome you on our journey to becoming truly anti-racist. 

Why Join Shelter?  

We welcome anyone to apply who possess the qualities and behaviours outlined or who believes they have the propensity to learn them fast. You will be joining an inclusive and supportive team who welcome people from all backgrounds. What’s important isn’t your level of education or the opportunities which you have had, it’s about you and how you seize the opportunities ahead of you. 

We are happy to talk about flexible working, personal growth, and to promote a workplace where you can be yourself and achieve success based only on your merit. We also offer the following benefits:
· Flexible working hours
· Flexible working practices
· 30 days paid holiday plus bank holidays 
· Competitive pension scheme 
· Salary sacrifice schemes 

Diversity Statement

At Shelter we are united by our purpose to defend the right to a safe home; our enemy is the social injustice at the core of the escalating housing emergency. We believe to win that fight; we must be representative of the people we are here to help and those who support our movement for change. In all our people decisions, we take pride in being inclusive, fair, equitable and transparent. 

We have committed to combat racism both within and outside Shelter and welcome you on our journey to becoming a truly anti-racist organisation. 

About the team 

We’re working with front-line debt advisers based across England & Wales to provide support with their complex case work through our Specialist Debt Advice Service. We also extend our support further with our online advice resources. To expand the availability of our advice service we’re going to need a Specialist Debt Adviser who can support client-facing debt advisers with their complex casework, spending some of their time contributing to resources and helping us to influence the debt advice sector. 

All about the user

Rule one for us is: “always start with user needs”. We provide expert advice and create technical resources that we can refer to in advice or advisers can use independently. In a fast paced working environment you’ll need to be agile and know how to deliver tailored advice and support the production of content with a professional user (not a client) in mind first and foremost.

Your experience

If you want to join us, you’ll need to be able to:
● take complex language and processes and make them easy to understand for professional advisers with a range of experience
● champion user-focused advice and support content delivery
● be able to explain your decisions clearly and rationally.

All about us

You will be part of a team that also works with wider teams and organisations. That could mean working with other debt advice providers, your Team Leaders, Product Managers and owners, developers - anyone you need to, to offer first-class support and deliver accurate technical debt advice.


About the role

Specialist Debt Advisers will handle enquiries to the service by phone or email, using diagnostic questioning and researching using a range of resources, to fully establish the front-line advisers’ enquiry then provide detailed and timely responses to advisers working for a range of different services. This often involves complex client situations and legal interpretation, you will deliver this advice with support from Senior Advisers and Team Leader, when required. 

Another requirement of the successful candidate will be to contribute to a range of advice content for use by debt advisers and delivered across a variety of mediums. You should have an excellent all-round understanding of debt advice with experience in production of written and on-line resources. This includes guidance documents, webinars and attendance at networking events, providing service users with the latest developments debt regulation, policy and good practice. The service operates between 9-5 Monday to Friday, with advisers providing live support to clients on a rota basis throughout the week. Advisers will have the ability to identify and act upon any emergency enquiries and to prioritise workloads appropriately.

Role Specific Responsibilities

Main Objectives

 You’ll be:
· Providing email and telephone expert debt advice to front-line advisers who are dealing with complex client cases
· Writing detailed Confirmation of Advice emails, referencing appropriate guidance and legislation 
· Along with colleagues, on a rota basis, act as a duty specialist adviser to ensure that the service is available 9.00am – 5.00pm Monday to Friday
· Working closely with Team Leaders and Senior Advisers to improve your professional knowledge and ensure continuous development
· Acting on emergencies identified and refer on when appropriate
· Facilitating relationships and working with subject matter experts to make sure advice & content is accurate and tailored to the user
· Making sure appropriate policy and legal checking happens for both advice and content
· Contributing to a range of debt sector influencing opportunities, to include attendance at conferences and networking events
· Contributing to multi-channel advice content
· At ease working in an agile environment with changing, workloads and priorities.

Key Responsibilities

Advise
Assess the front-line adviser’s enquiry, using diagnostic questioning where appropriate
Use available resources to research as required and refer to appropriate case law
Ensure all work meets both external and internal quality, contractual, performance and professional targets and standards

Create
· Produce a range of technical debt resources
· To ensure all published multimedia content is on brand and follows house style
· To ensure content is produced that meets the needs of the user
To work to agreed content production processes, associated workflows and deadlines
Knowledge
· To keep up to date with recent developments in debt law, policy and practice, and share these changes, as appropriate, to other members of the team, other parts of Shelter and external audiences
Where appropriate, to research national policies, information and services that are relevant to the provision of debt advice and communicate this information effectively

Internal and external liaison
Proactively engage with other debt advice agencies, debt experts, resource and content providers 
Use the knowledge and insight within the service to coordinate and contribute to opportunities to influence the wider debt advice sector
To create and maintain links with other agencies, as appropriate
Engage with other directorates within Shelter to ensure the users’ needs are met
Participate in Shelter performance management processes

About you 

Specific and demonstrable experience of specialist level debt advice
Experience of contributing to high quality, accurate multimedia content, including content dealing with debt advice
A good working knowledge of debt law, policy and practice
Ability to research, analyse and convey complex information to a variety of different audiences

Required behaviours

The Shelter Behaviours demonstrate the attitudes and approaches we take to our work; from how we do things, how we treat each other and expect to be treated both internally and externally.  They help us to have the culture we need to deliver our ambitious strategy.  
At Shelter we have 5 overall behaviours, that are each made up of 3 descriptors, these are outlined below.
We work together to achieve our shared purpose  
· by actively collaborating and putting trust in the people we work with
· by recognising the contribution of others
· by carefully considering the “how” when taking on new projects and initiatives

We prioritise diversity and have an inclusive and open mindset  
· by not tolerating and actively tackling racism and any other forms of hate and discrimination
· by creating safe spaces for people to be their authentic self, challenge each other and learn
· by being compassionate towards the people we work with and prioritising each other’s wellbeing 

We enable decision making
· by giving people the tools, they need to make well informed decisions
· by being accountable for the decisions we make
· by delegating authority to those closest to the work

We create change and align behind our strategy
· by participating in change initiatives that deliver our strategy
· by supporting tough strategic choices
· by saying no to work that does not serve our purpose

We are open to risk and learning from our experiences
· by learning from our failures and successes
· by being reflective and giving and receiving feedback
· by being proactive and taking initiative


Other information

· All staff should adhere to Shelter's Equality Policy and will be expected to play a key role in its successful implementation.
· This post is not exempt from the Rehabilitation of Offenders Act.




Please note
This job description cannot cover every issue or task that may arise within the post at various times and the post-holder will be expected to carry out other duties from time to time which are broadly consistent with those in this document. This job description does not form part of the contract of employment.
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