
 

Job Title: Trust Officer 

Salary: £30,108 rising to £33,453 increasing incrementally on your work anniversary 

Hours: 37 hours per week 

Reports to: Team Manager 

LocaƟon: Cardiff with hybrid working opƟons (subject to successful compleƟon of probaƟon) 

About The Friendly Trust 

The Friendly Trust is a Wales-based registered charity providing specialist informaƟon, advice, 
and financial administraƟon for disabled people and other vulnerable adults, and for families 
planning for the future of someone who may lack capacity. Our work is centred on the individual. 
We aim to protect people's rights, promote independence and ensure that financial 
arrangements support people to live the lives they choose. 

 

Purpose of the Role 

Trust Officers play a key role in delivering The Friendly Trust's services.  

The postholder will manage an allocated caseload, providing pracƟcal support, advice and 
financial administraƟon to Service Users and their families.  

The role combines person-centred casework with welfare benefits, financial 
management, advocacy and mulƟ-agency working. Trust Officers develop professional 
relaƟonships with Service Users and use their knowledge, judgement and problem-solving skills 
to ensure that people's financial affairs are managed appropriately while promoƟng 
choice, independence and individual rights.  

Where a person may lack capacity to make a parƟcular financial decision, the Trust Officer will 
ensure that their work reflects the principles and requirements of the Mental Capacity Act 2005 
and any other relevant legal authority under which The Friendly Trust is acƟng.  

 

Key ResponsibiliƟes 

Service User Support and Casework  

The Trust Officer will:  
 Manage an allocated caseload of Service Users, taking responsibility for progressing work and 

responding appropriately to changing circumstances.  



 Build and maintain posiƟve, professional relaƟonships with Service Users, recognising their 
individual wishes, communicaƟon needs, abiliƟes and circumstances.  

 Provide clear and accessible informaƟon, advice and pracƟcal support to Service 
Users, carers and family members on maƩers including welfare benefits, financial 
management, trusts and related issues.  

 Support Service Users to understand and parƟcipate in decisions about their finances 
wherever possible.  

 Promote choice, independence and control while ensuring that appropriate 
safeguards are maintained.  

 Meet with and visit Service Users and their families as required, including home visits and 
meeƟngs with other professionals.  

 IdenƟfy concerns affecƟng a Service User's financial or wider wellbeing and take appropriate 
acƟon, including raising safeguarding concerns where necessary.  

  

Welfare Benefits  

The Trust Officer will:  
 Support Service Users to idenƟfy and access welfare benefits to which they may be enƟtled.  
 Assist with benefit claims, reviews and related correspondence.  
 Liaise with the Department for Work and Pensions, local authoriƟes and other relevant 

organisaƟons.  
 IdenƟfy apparent errors, underpayments or adverse benefit decisions and take appropriate 

acƟon to resolve or challenge them.  
 Maintain and develop an appropriate working knowledge of the welfare benefits system 

relevant to the Trust's Service Users.  
  

Financial AdministraƟon and Appointeeship  

The Trust Officer will:  
 Manage Service Users' day-to-day financial affairs where The Friendly Trust has been 

authorised to do so.  
 Act on behalf of The Friendly Trust in carrying out its responsibiliƟes as a DWP Corporate 

Appointee where applicable.  
 Ensure that benefits and other income received on behalf of Service Users are used 

appropriately and in their interests.  
 Work with Service Users to create, implement and regularly review individual money plans 

and budgets.  
 Monitor income, expenditure, account balances and financial commitments.  
 Arrange payments and other financial transacƟons in accordance with organisaƟonal 

procedures and the authority under which The Friendly Trust is acƟng.  
 IdenƟfy and respond appropriately to changes in a Service User's financial circumstances.  
 Take reasonable steps to protect Service Users from financial abuse, exploitaƟon and 

avoidable financial loss.  
 Ensure that financial decisions are properly authorised, recorded and capable of being 

accounted for.  
 



Mental Capacity and Decision-Making  

The Trust Officer will:  
 Apply the principles of the Mental Capacity Act 2005 in relevant aspects of their work.  
 Recognise that capacity is decision-specific and should not be assumed solely because of a 

person's disability, diagnosis or circumstances.  
 Support Service Users to make their own decisions wherever they are able to do so.  
 Where a person lacks capacity for a parƟcular financial decision, ensure that acƟons are 

taken in accordance with the appropriate legal authority and best-interests requirements.  
 Maintain clear records of significant decisions and the reasons for them.  
 Seek guidance from managers where a decision raises significant legal, 

financial, safeguarding or ethical concerns.  
 

Record Keeping and Compliance  

The Trust Officer will:  
 Maintain accurate, clear, up-to-date and Ɵmely case records.  
 Use The Friendly Trust's case management and financial recording systems, 

including CasparGov, to record acƟons, decisions, financial informaƟon and outcomes.  
 Ensure that records meet organisaƟonal, legal, regulatory and UK GDPR requirements.  
 Handle personal and financial informaƟon securely and maintain appropriate confidenƟality.  
 Work in accordance with relevant legislaƟon, guidance, policies and procedures, including the 

Mental Capacity Act 2005, safeguarding requirements and, where applicable, Court of 
ProtecƟon guidance.  
 

CommunicaƟon and Partnership Working  

The Trust Officer will:  
 Communicate clearly, sensiƟvely and professionally with Service Users, families, carers and 

professionals.  
 Adapt communicaƟon to reflect an individual's needs and level of understanding.  
 Prepare professional correspondence, including leƩers, emails, case records and reports.  
 Liaise effecƟvely with organisaƟons including the DWP, local authoriƟes, health and social 

care professionals, housing providers, banks and other financial organisaƟons.  
 AƩend meeƟngs concerning Service Users where appropriate and contribute relevant 

financial informaƟon and professional observaƟons.  
 Advocate appropriately for Service Users where financial, benefit or related maƩers require 

resoluƟon.  
 

Team Working  

The Trust Officer will:  
 Work collaboraƟvely with Trust Officers, administraƟve staff, managers and other colleagues.  
 ParƟcipate in the office duty rota, responding to telephone and face-to-face enquiries during 

designated duty sessions.  
 Provide reasonable cover for colleagues during periods of absence.  
 Share relevant knowledge and contribute posiƟvely to team discussions and problem-solving.  
 ParƟcipate in regular supervision, team meeƟngs and organisaƟonal acƟviƟes.  



 
OrganisaƟonal ContribuƟon and Development  

The Trust Officer will:  
 Represent The Friendly Trust professionally when dealing with Service Users, families, 

external organisaƟons and members of the public.  
 ParƟcipate in training and conƟnuing professional development relevant to the role.  
 Maintain and develop knowledge relevant to their work, including welfare benefits, mental 

capacity, safeguarding and financial administraƟon.  
 Contribute to the development and improvement of organisaƟonal policies, procedures and 

services.  
 Support The Friendly Trust's commitment to equality, diversity, inclusion, safeguarding and 

environmental sustainability.  
 Undertake other duƟes reasonably required by the Team Manager which are consistent with 

the nature and level of responsibility of the role. 
 

Hybrid working 
Following successful compleƟon of probaƟon, Trust Officers are able to work on a flexible hybrid 
basis, subject to the requirements of the service.  
Trust Officers are normally required to aƩend the Cardiff office for 2 x  two-hour duty sessions 
each week.  
Outside these duty sessions, staff have considerable flexibility regarding where they work, subject 
to Service User visits, meeƟngs, training, team requirements and other operaƟonal needs.  

 
Person SpecificaƟon 

The Friendly Trust recognises that this is a specialist role and that candidates may bring relevant 
skills and experience from a variety of backgrounds.  

We do not expect every successful applicant to have detailed experience of every aspect of the 
role before joining us. Training, supervision and opportuniƟes to develop specialist knowledge 
will be provided.  

Candidates should therefore consider how their transferable experience, knowledge, skills and 
values relate to the criteria below.  

EssenƟal 

Experience  

 Relevant experience of working with or supporƟng people in social care, welfare benefits, 
advocacy, housing, financial inclusion, community services or another related seƫng.  

 Experience of working with disabled people, vulnerable adults, carers or 
people requiring addiƟonal support.  

 Experience of managing compeƟng tasks, responsibiliƟes or a caseload/workload with an 
appropriate degree of independence.  

 Experience of maintaining accurate records and handling confidenƟal informaƟon.  
 
 



Skills and abiliƟes  

 Excellent interpersonal skills and the ability to establish posiƟve professional relaƟonships 
with people from a wide range of backgrounds.  

 Ability to communicate clearly and sensiƟvely, both verbally and in wriƟng.  
 Ability to explain potenƟally complex informaƟon in an accessible way.  
 Strong organisaƟonal and Ɵme-management skills.  
 Ability to prioriƟse work and respond appropriately when circumstances change.  
 Confidence working with figures and financial informaƟon, including budgets, income and 

expenditure.  
 Good problem-solving skills and the ability to exercise sound judgement.  
 Ability to work independently while recognising when advice, guidance or management 

involvement is required.  
 Ability to work collaboraƟvely as part of a team and with external professionals.  
 Competent IT skills, including the ability to use MicrosoŌ Office and learn case management 

and financial recording systems.  
 Level 2 qualificaƟon, or equivalent competence, in literacy and numeracy.  

 
Values and approach  

 A commitment to treaƟng Service Users with dignity and respect.  
 An understanding of the importance of promoƟng choice, independence and individual 

rights.  
 An empatheƟc and non-judgemental approach.  
 Ability to maintain appropriate professional boundaries.  
 Commitment to equality, diversity and inclusion.  
 Understanding of the importance of confidenƟality, safeguarding and accurate record 

keeping.  
 

Other requirements  

 Full driving licence and access to a car for work purposes.  
 Ability and willingness to undertake Service User visits and aƩend meeƟngs as required.  
 Ability to aƩend the Cardiff office as required, including parƟcipaƟon in the office duty rota.  
 

Desirable  

The following would be advantageous but are not required in every successful candidate:  
 Knowledge or pracƟcal experience of the welfare benefits system.  
 Knowledge of the Mental Capacity Act 2005 and its pracƟcal applicaƟon.  
 Experience of financial administraƟon, budgeƟng or managing money on behalf of another 

person.  
 Experience of DWP appointeeship.  
 Experience of advocacy or rights-based work.  
 Knowledge or experience of Court of ProtecƟon Deputyship, LasƟng Powers of AƩorney or 

other arrangements for managing another person's financial affairs.  



 Experience of working with people with learning disabiliƟes, mental health needs, 
cogniƟve impairment or communicaƟon difficulƟes.  

 Experience of working with families and carers.  
 Experience of mulƟ-agency working across health, social care, housing, benefits or other 

public services.  
 Experience of safeguarding adults.  
 Knowledge of CasparGov or comparable case management/financial administraƟon soŌware.  
 A relevant qualificaƟon in social work, health, social care, welfare rights, advocacy, finance or 

another related discipline.  
 

What We Offer 
 A supportive, values-driven working environment. 
 Annual leave entitlement of 29 days plus bank holidays 
 6% employer contribution, with a minimum 2% employee contribution 
 Opportunities for training and professional development. 
 Flexible and hybrid working options (subject to service needs and probation). 
 Employee wellbeing support. 

 
ApplicaƟon Process 

The Friendly Trust is commiƩed to fair, transparent, and safer recruitment pracƟces. Our 
recruitment and selecƟon process will be carried out in line with our Recruitment Policy and 
relevant employment and safeguarding legislaƟon. 

How to apply 

 Applicants are asked to submit a CV and a supporƟng statement to 
recruitment@friendlytrust.org.uk explaining how they meet the Person SpecificaƟon for the 
role by the 9am on the 24th August 2026 

 Applicants should provide a full employment history, including any gaps in employment. 
 

ShortlisƟng 

 ShortlisƟng will be carried out by a recruitment panel using the essenƟal and desirable 
criteria set out in the Person SpecificaƟon. 

 ShortlisƟng decisions will be made objecƟvely and without regard to protected 
characterisƟcs, in line with equality and diversity legislaƟon. 

 
Interviews and assessment 

 Shortlisted candidates will be invited to interview by email. 
 Interviews will take place the week commencing 31st August 2026 
 Interviews will be conducted by a panel of at least two people, which may include senior staff 

and/or Trustees. 
 The selecƟon process may include addiƟonal assessment methods, such as a pracƟcal 

exercise or short presentaƟon, relevant to the role. 
 Notes will be taken by panel members to support fair and consistent decision-making. 

 
 



Appointment and pre-employment checks 

 All offers of employment are subject to the receipt of saƟsfactory references. Two references 
will be requested, one of which should be from a current or most recent employer. 

 You will need to demonstrate that you have a right to work in the UK. 
 The successful candidate will be subject to an Enhanced Disclosure and Barring Service (DBS) 

check, due to the nature of the role and contact with vulnerable adults. 
 Having a criminal record will not automaƟcally prevent appointment. Any disclosures will be 

considered fairly, confidenƟally, and proporƟonately, in line with the RehabilitaƟon of 
Offenders Act 1974 and the DBS Code of PracƟce. 
 

Equality, safeguarding and safer recruitment 

 The Friendly Trust is commiƩed to equality of opportunity and acƟvely welcomes applicaƟons 
from people of all backgrounds. 

 Appropriate safeguarding consideraƟons will be applied throughout the recruitment process, 
reflecƟng our responsibility to protect vulnerable people. 

 InformaƟon provided as part of the recruitment process will be handled in accordance with 
UK GDPR and confidenƟality requirements. 
 

Equal OpportuniƟes Monitoring 

 Applicants will be invited to complete an Equal OpportuniƟes Monitoring Form. This 
informaƟon is collected for monitoring purposes only, is enƟrely voluntary, and is not shared 
with the shortlisƟng or interview panel. 

 Monitoring data is used to help the organisaƟon review and improve the fairness and 
inclusivity of its recruitment pracƟces, in line with equality legislaƟon. 

 
Contact InformaƟon 

To apply, or for any quesƟons regarding the posiƟon, please contact 
recruitment@friendlytrust.org.uk 


