EAST STAFFORDSHIRE BOROUGH COUNCIL

JOB DESCRIPTION

		

JOB TITLE:                             Shared Service Senior Officer (Revenues, Benefits & Customer Contacts)	

GRADE:	Grade 5 £28,598 to £31,022 per annum

REFERENCE CODE:	CC0221

SECTION:	Revenues, Benefits and Customer Contacts
		

RESPONSIBLE TO:	Shared Service Centre Team Leader


PURPOSE OF JOB:            Responsible for the billing and collection of Council Tax and Business Rates, and the processing of Housing Benefit claims in accordance with statutory legislation and Council Tax Reduction claims in accordance with the Local Council Tax Reduction Scheme, ensuring service users are treated consistently and fairly whilst optimising revenue collection and maximising benefit and reduction payments.


DUTIES AND RESPONSIBILITIES: 

To be a subject expert in one of the following disciplines:
· Housing Benefits / Council Tax Reduction
· Council Tax Billing and Collection 
· Business Rates Billing and Collection
· Sundry Debts administration
· ESBC Customer Services

And have relevant knowledge of one or more of the following disciplines:
· Housing Benefits / Council Tax Reduction
· Council Tax Billing and Collection 
· Business Rates Billing and Collection
· Sundry Debts administration
· ESBC Customer Services


SERVICE DELIVERY:

· To ensure the delivery of effective, efficient services within the Revenues, Benefits & Customer Contact service area and in accordance with the Council’s existing policies. 

· To maintain professional knowledge and keep up to date with changes in relevant legislation and any revised procedures or working practices.

· To deliver a first class professional service in accordance with East Staffordshire Borough Council policies, procedures and service level agreements, anticipating and surpassing (where possible) customer expectations. 

· To engage with customers through a range of channels including telephone, face-to-face, electronic communication, home visits and home working, providing accurate advice and guidance to service users in connection with the following:

· Housing Benefit claims
· Council Tax Reduction claims
· Council Tax accounts
· Business Rate accounts
· Sundry Debt accounts

· To be responsible for investigating, evaluating and resolving Housing Benefit/Council Tax Reduction or Council Tax enquiries, disputes and reconsiderations with a statement of reasons prior to any appeals. 

· To assist with Revenues & Benefit Service activities, such as recovery profiles checking, subsidy checking, quality control, backdating and any other development work.

· To ensure the records for all IT systems used by the service are maintained and updated accordingly.

· To help ensure Council Tax bills / Non Domestic Rates bills / Housing Benefit notifications / Council Tax Reduction notifications / Sundry Debt invoices are produced, distributed and dispatched as necessary.

· To undertake or to facilitate/provide training support of self and colleagues to ensure maintenance of adequate service knowledge to perform duties.

· To attend meetings internally and externally as required via virtual and face to face as needed 

· To achieve agreed targets, working within the appropriate legislation and agreed guidelines.

· To undertake all duties in a manner to safeguard the interests of self, colleagues and the Council having due regard for your personal responsibilities as conveyed by governing legislation and relevant Council Policies and Codes of Conduct.  Examples include Health and Safety at Work, Data Protection and the ICT Security Policy.  (All policies are held and maintained via the Council’s Intranet and accessible to all employees).

· Responsibility to report any incidents of potentially violent customers and racist incidents as per the Council’s procedures.

· To maintain an appropriate standard of personal appearance and conduct when representing the Council (for example tribunals, court, or with other government and public agencies).

· 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.

· To undertake any other duties commensurate with the grade of the position, as directed by management at Council premises, client home or via home based working as deemed appropriate for the duties assigned.


Please Note:

Appointment will be subject to completion of a Disclosure & Barring Service Check at the Basic level



Name:________________________________________________________


Signed:________________________________________________________


Date:________________
PERSON SPECIFICATION – Shared Service Senior Officer (Revenues, Benefits & Customer Contacts)

	
	ESSENTIAL FOR POST
	DESIRABLE FOR POST

	
EXPERIENCE





	
Experience of working in a Revenues, Benefits or Customer Contacts (service) environment

Experience of communicating with a range of customers about sensitive issues

Subject Knowledge of Housing Benefit/Council Tax reduction regulations or Revenues legislation 
	
Additional knowledge in other areas of Revenues, benefits & Customer Contact services
1. Welfare  Benefits, especially Housing Benefit / Council Tax Reduction
2. Interpretation of Revenues legislation and application
3. National Non Domestic Rates Legislation
4. Sundry Debt processes

	
QUALIFICATIONS




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


	


	
TRAINING




	
Equalities Awareness, Dealing with potentially violent people, 

Council Tax and/or Benefit Systems

	
Welfare Benefits

Revenues and Benefit Systems

	SPECIAL
KNOWLEDGE
	

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


	Knowledge of Capita & Civica open revenues -  Revenues & Benefits system, Dynamics / CRM, Agresso Financial Management  IT systems

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


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

Flexibility to work across all aspects of the Revenues, Benefits & Customer contact service sometimes at short notice.

Firm but sympathetic, tactful and patient under pressure.

Confident mature attitude

Ability to work independently and as part of a team 

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.

Capable of solving problems and making decisions

	



