EAST STAFFORDSHIRE BOROUGH COUNCIL

JOB DESCRIPTION
		

JOB TITLE:                                 Shared Service Centre (SSC) – Benefits Specialist Officer

GRADE:	6 

REFERENCE CODE:	RB0500

SECTION:	Revenues, Benefits & Customer Contacts
		

RESPONSIBLE TO:	Shared Service Centre Team Leader (Systems)	.

[bookmark: _Hlk213845768]PURPOSE OF JOB: 	To support team leaders and senior management in the delivery of agreed targets, working within the appropriate legislation and guidelines.
	
	To provide Housing Benefit/Council Tax Reduction advice and training in accordance with legislative, corporate, service and SSC objectives.

	To provide training to Revenues, Benefits and Customer Contacts staff regarding legislation, processes, procedures and system releases.

[bookmark: _Hlk213845833]	To support the SSC Team Leaders across the service with performance monitoring.

[bookmark: _Hlk213845851]	Work closely with and alongside the SSC Revenues specialist officer to provide support, cover and promote strong links throughout the SSC and the Revenues and Benefits service.
	
	 

DUTIES AND RESPONSIBILITIES: 

· To be responsible for investigating, evaluating and resolving Housing Benefit and/or Council Tax Reduction enquiries and disputes and explaining legislation and decisions in plain English.  

· [bookmark: _Hlk213845938]To be responsible for providing support to the benefits team on evaluating and making decisions on claims for Housing Benefit and/or Council Tax Reduction.

· To be responsible for administering and responding to first stage appeals, reconsiderations and informal stage 1 complaints within Revenues and Benefits.


· [bookmark: _Hlk213845991]To provide Quality Assurance checking and deliver training across the housing benefit service.

· To manage and monitor subsidy performance and work with the SSC Team Leader (Benefits) to deliver training needs analysis and work with auditors on annual subsidy workbooks. 

· [bookmark: _Hlk215488659]To work with the SSC Team Leader (Systems) to provide appropriate cover across the Revenues & Benefits service.

SERVICE DELIVERY:

· [bookmark: _Hlk213846064]Provide accurate advice and guidance to colleagues and claimants, with new claims and/or their changes of circumstances in accordance with the legislation and the Council’s existing policies. 

· [bookmark: _Hlk213846097]To provide a quality assurance programme of regular checking & monitoring of staff performance, highlighting any risks to subsidy. Report on service improvements and development opportunities.

· [bookmark: _Hlk213846519][bookmark: _Hlk213846303]To identify any potential reduction in performance and consider options to overcome any problems arising, reporting this information to SSC Manager and SSC Team Leaders at the earliest opportunity.

· Support the Shared Service Centre Team leader (systems) with the production of daily, weekly, monthly reporting, Housing Benefit payment runs and Refunds.  

· To promote the Benefit Service internally to assist with the development of a streamlined service and externally by providing information to individuals or groups to encourage take up of Benefits. 

· To keep up to date with the relevant practices, legislation and regulations

· To work with the SSC Manager and the SSC Team Leaders to develop the Shared Service Centre (SSC) environment in line with the Council’s strategic objectives, through the Corporate Plan.

· To manage Revenues and Benefit Service feedback, taking corrective action as required, escalating issues of a contentious and/or reputational issue to the SSC Manager and SSC Team Leaders at the earliest opportunity.

· [bookmark: _Hlk213846568]To represent the SSC Team Leader (Systems) as required.



GENERAL

· To attend meetings internally and externally as required. 

· To comply with the Constitution of the Council Constitution and to adhere to Council Policies and working practices.

· To maintain a high level of personal appearance and conduct when representing the Council (for example tribunals, court, other government and public agencies).

· [bookmark: _Hlk213846607]Promotion of diversity, equality and inclusion in the workplace including treating colleagues and service users with dignity and respect, contributing to the embedding of Council policy and practice, and exercising duties fairly without discrimination on the grounds of a protected characteristic.

· The post holder will also be required to carry out other duties commensurate with the level of the post as required by the Head of Service. SSC Manager and SSC Team leaders.

[bookmark: _Hlk213846634]Appointment will be subject to a satisfactory Basic Disclosure & Barring Service check.



Signed _______________________________

Name ________________________________

Date  ________________________________


[bookmark: _Hlk213846664]PERSON SPECIFICATION – Shared Service Centre Team Leader (Benefits) RB0501


	
	ESSENTIAL FOR POST
	DESIRABLE FOR POST

	
EXPERIENCE





	
Demonstrate experience of supervision of demanding, multi-disciplined customer focussed services.

High level knowledge of Housing and Council Tax Benefits Legislation 

High level knowledge of the main software applications used within the RBCC

Ability to monitor performance, understand local & national targets and report the service adherence to these internally and externally.  Suggesting remedial action or service improvements to resolve issues.
	


	
QUALIFICATIONS




	
Minimum of 5 G.S.C.E passes to include English Language & Maths, or equivalent qualification


	
IRRV qualification

Degree or equivalent experience

Formal Supervisory Qualification


	
TRAINING




	
High level of understanding of Council Tax and/or Benefit Systems

High Level of Knowledge Council Tax and/or Benefit legislation



	
Financial Management, Equalities Awareness, Customer Services



	SPECIALIST
KNOWLEDGE


	
IT literate and proficient in the use of the Microsoft Office Suite


	


	
PERSONAL CIRCUMSTANCE

	
Able to travel to the town hall when required and on occasions at short notice.

Ability to adapt readily to change and work effectively in a variety of situations.

	


	SKILLS
	
Demonstrate the ability to keep skills and knowledge up to date.

Able to demonstrate the ability to work in a demanding environment requiring customer interactions that may be challenging.

Able to demonstrate resilience and a proactive approach to service objectives.

Ability to work alone and as part of a team

Effective planning and prioritising of work tasks.

Effective interpersonal skills and ability to build positive working relationships with colleagues.

Effective communication both verbally and in writing at all levels across the organisation and externally.

	
Ability to work flexible hours

	

PRACTICAL/ INTELLECTUAL
	
Works confidently and accurately with numerical data, information, technology, systems and people

Capable of solving problems and making decisions

Ability to accurately collate and assess data identifying trends and making recommendations.

	



