EAST STAFFORDSHIRE BOROUGH COUNCIL

JOB DESCRIPTION

		

JOB TITLE:                           SHARED SERVICE CENTRE, BENEFITS TEAM
                                              LEADER (Benefits)
	
GRADE:                                8	 

REFERENCE CODE:           BE0002	

SERVICE:                             FINANCE

SECTION:                             REVENUES, BENEFITS AND CUSTOMER
                                              CONTACTS (RBCC)
	
		

RESPONSIBLE TO:	Revenues, Benefits and Customer contact (RBCC) Manager 

RESPONSIBLE FOR:	Management of the Benefits Team within the RBCC service area.

PURPOSE OF JOB: 	To manage and coordinate the work of the Housing Benefit team and wider RBCC service, to enable effective delivery of service aims and agreed targets
	
To play and active part of the RBCC management to support the coordination, delivery and development of services ensuring compliance with statutory requirements, good practice, corporate and RBCC service objectives

DUTIES AND RESPONSIBILITIES: 
SERVICE DELIVERY

· Deputise for the management of the other RBCC Team leader posts as required and directed by the RBCC Manager.

· To keep up to date with the relevant practices, legislation and regulations to inform policies, procedures and good practice within the service.

· To work with the Head of Service and RBCC Manager to develop improvements within the service area and customer satisfaction in line with the Council’s strategic objectives.

· Responsibility alongside the RBCC manager for all appropriate corporate and service performance targets, including regular monitoring and reporting, identifying appropriate corrective action and the maintenance of a full audit trail.

· Implement and monitor appropriate performance management systems, review and improve processes and highlight potential performance issues. Recommend actions to resolve and implement agreed solutions.

· Responsibility alongside the RBCC manager for accurate completion of any relevant data and statistical returns in line with deadlines e.g. Central Government.

1. Deliver a proactive philosophy of continuous improvement in line with service objectives, working closely with the other RBCC Team Leaders to ensure mutually beneficial outcomes. 

· Deliver the agreed RBCC plans and objectives relevant to the team ensuring that good working practices are established and that relevant strategy, procedure or policy is updated.

· Manage service feedback, taking corrective action as required, escalating issues of a contentious and/or reputational issue to the RBCC Manager

· Monitor and maintain all strategies, plans and performance measures that are relevant to the team. These include but are not exclusive to: Counter Fraud Plans; DWP Performance Standards; Bailiff Contract Performance; Maintenance of Valuation and Rating Lists Compliance with General Data Protection Regulations 2016 (GDPR) and the Data Protection Act 2018 etc.

· Work with the RBCC Manager and RBCC Team Leaders to ensure delivery and administration of all appropriate services. These include but are not exclusive to:

· Payment of Benefits Claims, Determination of Complex Benefit Claims, Discretionary Housing Payments, Subsidy Calculations.

· Production and issue of notices, bills, reminders and summonses where appropriate, as well as the effective enforcement and the efficient recovery of the above.

· To deputise for the RBCC Manager when required

· To be responsible for monitoring, maintaining and updating Revenues, Benefits and Business Rates systems.  Review and implement system upgrades, maintain system reports, and report faults in collaboration with the Systems & technical Services Team Leader
 
· Responsibility for directing relevant staff in maintaining and updating the system database, including valuation and gazetteer matters, by means of regular exchanges of information with other ESBC Sections and the Valuation Office Agency.

· Delivery of staff training and coaching to ensure consistency and improved practice. 

· Responsibility for the operation of, problem solving, responding and taking action on, the more complex and technical issues arising in Housing Benefits, Council Tax and Business Rates in any of the following areas;

· Documenting policies and procedures relating to the role
· Testing and implementing new systems of work including upgrades to IT systems;
· Scheduler / regular systems jobs monitoring
· Training and coaching other team members in legislation/systems/procedures;
· Design and production of documentation;
· Running reports, maintaining statistical and financial information;
· Assisting in implementing new legislation;
· Liaison with other Sections/Departments, including Elections, Building Control and Street Numbering
· Respond to complaints and appeals within agreed timescales.
· Respond to Freedom of Information requests

· To manage services activities:
· Ensure that all accounts are up to date and reviewed when appropriate.
· Appropriate representation at appeals & tribunal hearings
· Maintain accurate records of Housing Benefits overpayments.
· Make recommendations in relation to outstanding debts that require write off to the RBCC manager and Section 151 Officer, in accordance with financial regulations.
· Manage interactions with new & existing supported exempt accommodation providers ensuring consistency and value for money across the sector

[bookmark: OLE_LINK1]
MANAGEMENT

· To manage the staff and systems within the Housing Benefits Team

· To meet regularly with staff and carry out 1-2-1’s and annual appraisals, developing aims and objectives for staff which link or contribute to the Council’s Corporate Plan, Service Commissioning Service Plan and overall corporate aims and objectives. 

· Support a positive attendance culture in conjunction with HR ensuring employees are aware of their responsibilities for the notification and reporting of absence and undertaking of meetings as required by policy and procedure. 

· Support positive conduct and behavioural standards expected for all council employees with support from HR and in accordance with policy and procedure. Undertake investigations under the direction and supported by HR and the RBCC Manager

· To manage adequate staffing within the team and across the service, as and when required, particularly during periods where capacity and/or demands require flexibility, agility and support.

· To report and record details of any incidents within RBCC and to report potentially violent customers and racist incidents as per the Council’s procedures.

GENERAL

· Responsibility for responding to and taking action on incoming correspondence, telephone and customer service enquiries, in more complex cases, when required.

· To be responsible for Health & Safety issues within the team environment. To develop, conduct and update risk assessments as required ensuring ‘risks’ are adequately controlled.

· To attend meetings internally and externally as required. To facilitate these meeting setting agendas, chairing, leading specific items and taking minutes.

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

· 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.

· The post holder will also be required to carry out other duties commensurate with the level of the post as required by the RBCC manager


Appointment will be subject to a satisfactory Basic Disclosure & Barring Service check.







PERSON SPECIFICATION – Shared Service Centre Team Leader (Revenues) RV0000


	
	ESSENTIAL FOR POST
	DESIRABLE FOR POST

	
EXPERIENCE





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

In depth knowledge of Housing and Council Tax Benefits Legislation or NDR and Council Tax Legislation and processes

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

Monitoring performance and adherence to targets, highlighting variances and taking remedial action or suggesting 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




	

Council Tax and/or Benefit Systems

Council Tax and/or Benefit legislation 

Financial Management, Equalities Awareness, Dealing with potentially violent people

Recruitment / Interviewing skills, Managing absenteeism

	


	SPECIALIST
KNOWLEDGE


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

Knowledge of the management and administration of Housing Benefit, Revenues, Business Rates and Sundry Debt systems.
	


	
PERSONAL CIRCUMSTANCE

	
Able to travel to various locations within the Borough to work, 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.

Demonstrate a proactive can-do approach aligned to service objectives

Able to demonstrate resilience and innovation when working under pressure 

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. 

	



