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Information & Advice Volunteer
Role Description 

Outline of Role:
Be part of a vibrant and diverse team in a local charity. This role is to assist in the delivery of ‘information and advice services’ to Carers in Wandsworth. This will include providing face to face and telephone support appointments regarding benefits and welfare entitlements, as well as maintaining accurate and up to date records of all contacts and interactions with Carers.

Knowledge and experience of the welfare and benefits systems is required. Previous experience of delivering information and advice would also be helpful. 

Wandsworth Carers’ Centre supports individuals who are looking after someone who has an illness or disability. By volunteering with us you can help look after the health and wellbeing of these people and provide them with the opportunity to take a small break from their responsibilities and have time out for themselves.

Main Responsibilities
1. Deliver one – to – one appointments regarding benefits
2. Deliver telephone appointments where required
3. Assist Carers to complete welfare benefit forms such as; Attendance allowance, Disability living allowance or universal credit and personal independence payment 
4. To refer or signpost Carers to specialist staff or services where required
5. Provide information to newly registered Carers about WCC services
6. Maintain up to date database records for Carers linked with the Centre
7. Maintain the information system under the guidance of the Centre staff

Discussing Debt, 

We can give information regarding debt if it doesn’t fall under a regulated a debt counselling/advice activity.  
 
Advice becomes a regulated activity when:
 
a. An opinion is given,
b. An action is recommended such as liquidation or giving an opinion on a specific debt management plan.
 
Simply explaining what the different options are in a neutral and balanced way is not regulated.  

Skills and Experience
1. Knowledge or experience of welfare benefits
2. Knowledge or experience of providing advice 
3. Awareness of the issues affecting Carers
4. Confident and polite telephone manner
5. Good written communication skills
6. Experience of using MS Word
7. Ability to communicate with Carers and their families in a helpful and caring manner
8. Reliable and punctual 
9. Ability to work independently
10. Commitment and ability to work within WCC’s Confidentiality policy
11. Commitment to the implementation of WCC’s Equality and Diversity policy
Code of conduct
As a volunteer, and therefore a representative of the Carers’ Centre, you will be expected to comply with this code of conduct.

1.	Treat all visitors to the Centre politely and with respect.
2. Adhere to the Centres’ Confidentiality Policy.
3. Ensure that your appearance is clean, neat and tidy at all times.
4. Conversations of a personal nature should be held away from the reception area

Benefits to the Volunteer:
o	Learn about the work of  Wandsworth Carers’ Centre and related services in the borough
o	Obtain experience of working with a diverse group of people
o	Out of pocket expenses will be covered
o	References available upon request (after 3 months)
o	Regular supervision with the Services Manager

Additional Information:
Responsible to:	Services Manager
Supervised by:	Services Manager
Hours:	Minimum of half a day per week
Supervision:	Regular sessions with the Services Manager to be arranged mutually
Support:	Group support meetings will be held regularly
Expenses: 	Fares will be refunded (up to £10 per day) and lunch provided (up to £4 per day) all receipts must be provided.
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