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Volunteer Role Outline

Welfare Benefits Advice Volunteer


The Welfare Benefits Advice volunteer role involves assessing a client’s eligibility to access a range of benefits (initially to include Attendance Allowance, but leading to others such as Personal Independence Payments, Blue Badge car parking tickets, Pension Credit, Housing and Council Tax Reduction.
You may be required to visit clients in their own home, or to meet them in one of our Advice Points, by appointment, to assess and complete benefit forms on their behalf.
Referrals of clients will be through the Age UK South Lakeland Helpline.

Tasks & Responsibilities:
· Interviewing clients in person or by phone to assess client eligibility for a particular welfare benefit
· Arranging office appointments or home visits

· Assessing clients’ personal circumstances to enable correct information to be entered on the benefit application form

· Referring to appropriate service providers internally and externally with permission

· Maintaining statistical and case records using manual and electronic systems

· Liaising closely with the Community Officers Team, seeking advice, support and guidance when required

· Participating in training, supervision and support sessions as required

· Developing a working knowledge of the information and office systems supporting the services, using them effectively and contributing to their improvement

· Keeping up to date with relevant laws and policies locally and nationally

· Carrying out tasks according to our policies and standards (in particular confidentiality, equal opportunities, health and safety)

· Working as part of a team and with other Age UK South Lakeland staff and volunteers

Skills and Experience Required
· An understanding and interest in the needs of older people

· A friendly, professional and welcoming manner

· Ability to demonstrate patience, sensitivity and reliability and to explain things clearly without jargon or being patronising

· Ability to identify problems and seek solutions

· Ability to assimilate and understand information by listening, reading and research

· Ability to write legible and intelligible notes and records, to write letters, complete complex forms and to carry out basic calculations

· Willingness to work according to guidelines and standards, and to take a flexible approach to project requirements

Time Commitment

Hours of work are flexible but will take place during Monday to Friday between 10.00hrs and 16.00hrs. Please note that we would require a minimum commitment of 2 hours day per week (or equivalent) following the completion of the basic training. 

Training Requirements
Full training will be provided for this role and will include:

· Volunteer Induction Course

· Health and Safety Awareness

· Safeguarding Vulnerable adults

Responsible to
The Services Manager.  Support in voluntary issues will be provided by the Volunteer Support Officer

Other Support
· Use of a car and a full, clean driving license may be a requirement of this role. Volunteers are responsible for ensuring that their vehicle insurance policy is covered for “Business Use” and the mileage rate paid is intended to cover any extra cost.
· Travel expenses on public transport will be fully reimbursed, on production of a receipt or used ticket as well as any necessary car parking expenses incurred.
· A Disclosure and Barring check will be required for this role at no cost to the volunteer
· There will be opportunities to meet with other volunteers at volunteering events and you will be kept informed about volunteering opportunities available within Age UK South Lakeland.
· Whilst volunteering for Age UK South Lakeland you will be covered by our Public Liability insurance.
Exceptional Circumstances

In exceptional circumstances we may reimburse the cost of a taxi.  However this must be approved in advance by a line Manager & the Volunteering & Community Activities Manager.

Information Security
“As a Volunteer with Age UK South Lakeland you may see or hear personal information relating to people who use Age UK South Lakeland services, as well as fellow volunteers and employees.  You may also see or hear confidential information about Age UK South Lakeland itself.  We have policies and procedures that volunteers must follow relating to information security, confidentiality, records management and the handling of personal data which enable us to meet our data protection obligations.

Advice on how to respond to a request for information you believe is confidential or sensitive from people or organisations outside Age UK South Lakeland must be sought from your line manager.  It is also important that you are familiar with the support network open to you within the organisation should you need to discuss any information you have been given.

If you do not follow the organisation’s rules regarding the control of relevant information (Information Governance) we may consider that you have not met our expectations of you as a volunteer, which may lead to your opportunity to volunteer being withdrawn.”
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