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Job profile
	Post title
	Benefits Assistant

	
	

	Post no.
	XXX

	
	

	Band
	Dartford: Grade C Sevenoaks: Grade B

	
	

	Responsible to
	Senior Benefits Team Leader/Benefits Team Leader

	
	

	
	


	Purpose of post:

To assess changes of circumstances of Council Tax Reduction and Housing Benefit applications accurately, within targets and to agreed standards. To provide high quality front line customer service advice to Council Tax Reduction and Housing Benefit applicants. To assist the Benefit Assessors in all aspects of Benefit Administration as directed by the Senior Benefit Team Leader or Benefit Team Leaders.


Key activities:

Technical Specialism

· To accurately process changes of circumstances for Council Tax Reduction and Housing Benefit, in accordance with service targets and  procedures and within relevant primary and secondary legislation, amendments, verification, guidance, case law and best practice.

· To maintain a thorough knowledge of existing relevant legislation and any proposed changes through regular training from our internal quality and training officers as well as external specialist training officers.
· To interview members of the public on the telephone and at the counter providing advice and guidance in connection with the assessment of their claims, in accordance with the Data Protection Act, Confidentiality Agreements, relevant authority’s policies, anti-fraud initiatives and implementing the Councils safeguarding policy when appropriate.

· To deal with correspondence, new applications, cancellations and change of circumstance notices received by telephone, email, electronically, face-to-face or by post as required by the role. 
· To update records from system generated reports and other sources as required, and to undertake all necessary follow up action as appropriate.

· To maintain good communications and liaison with internal departments and external organisations, including the rent service, government agencies, voluntary organisations and landlords in all aspects of Council Tax Reduction and Housing Benefit administration.

· To be alert to potential fraudulent applications, to comply with all Council policies in relation to suspected fraud cases and to liaise with the Fraud and Visiting officers.

Customer Focus

· To be able to provide advice and information on all types of Council Tax Reductions and Housing Benefits application, face to face, over the phone, via written correspondence.

· Consistently demonstrate a polite and courteous attitude, showing respect for all.

· Support the design of services which are focused on customer needs, supported by technology that enables transformation and continuous improvement.

· To provide a high quality and consistent service by ensuring all claims are processed in accordance within (personal) team and service targets.

Partnership Requirements

· If a designated user of the CIS/TUO and VEP system, you must comply with the dedicated policy.

· To participate in internal and external relevant training for the duties of this post and to achieve the key objectives of the relevant authority.

· To carry out any other related duties as may be directed from time to time where necessary by the Senior Benefits Team Leader / Benefits Team Leader.

· Comply with corporate policies, procedures and guidance.

· Participate fully in both Council’s staff appraisal schemes.

· Comply with standard employee Health & Safety at Work responsibilities.
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Person Specification
	Post title
	Benefits Assistant


	
	Essential
	Desirable

	Approach
	· Takes an active interest in delivering a high standard of customer service. Deals with enquiries, problems and difficult situations in a calm and reasoned manner.

· Works as part of a team providing advice, guidance and support to colleagues to ensure the whole team achievements are met.

· To promptly deal with Quality Checks identifying errors made. To liaise with the Benefits Quality Team in order to ensure effective decision making.

· Communicates effectively, taking a holistic approach and being sympathetic in a variety of situations.

· Has confidence to effectively represent the Councils within the scope of the post.

· Communicates effectively in a variety of situations, dealing with people at all levels confidently, sensitively and diplomatically.

· Proactive in looking for new ideas and innovations to improve service delivery.

· Reliable, flexible, hardworking, enthusiastic, able to plan organise and deliver multiple projects and activities at one time to meet deadlines.
· Understands the impact of individual actions and behaviours on the business and reputation of the Council and undertakes tasks accurately and thoroughly.  Has an open-minded approach to new ideas and innovations.

· Achieves targets and deadlines through good planning and time management.  Proactive, reliable, flexible, hard working, enthusiastic with a desire to understand processes.

· Retrieves relevant information quickly and efficiently and uses to make effective decisions.  Analyses problems and develops solutions.  Accurate and methodical approach
· Manages time and resources effectively.

· Able to solve problems and enquiries in a calm, reasoned and effective manner

· Genuine desire to give a good public service.

· Identifying entitlement to other welfare benefits and signposting customers to other support organisations and departments for additional assistance, e.g. HERO, CAB, KCC

· Positive and customer focused

· Ability to work as part of a team and on own
	

	Specialist Knowledge
	· Computer literate and numerate, including experience of email, word processing and spreadsheets using Windows applications.

· Proven ability to work under pressure and meet deadlines

· Excellent customer care skills and good customer care practice

· Prioritising workload in order to achieve service targets and maximise subsidy.
	· Experience of Partnership Working, demonstrating success in building and sustaining partnership working.

· Experience of Document Imaging (DIP) system

· Experience of Capita software
· Experience of working within a benefits environment, with relevant and current experience in benefit assessing and decision making.

	Qualifications
	· Good general standard of education
	· GCSEs or equivalent, grades A-C in Mathematics and English

	Competencies


	· Proven ability to work flexibly, on own initiative and as part of a team.

· Proven ability to handle challenging/difficult situations.

· Proven ability to make detailed and accurate numerical calculations.

· Notifying customers of all determinations using the appropriate letters, amended as necessary to give clear advice and guidance. 

· To assess, analyse, interpret and record customer needs using appropriate skills and technology, to enable customer issues to be resolved.

· Excellent customer care skills and good customer care practice when dealing with all customers from a variety of backgrounds with differing needs, communicating in a clear and helpful manner.
	

	Other
	· Willingness to undertake any relevant training

· Smart appearance, punctual and reliable
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