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ROLE DESCRIPTION

	JOB TITLE
	POST NUMBER

	Benefits Team Leader (x3)
	N7002, N7003 & N7004

	DIRECTORATE
	LOCATION

	Directorate of Community
	Hybrid / Council Offices, Hailsham

	GRADE
	OTHER ALLOWANCES

	
	

	KEY WORKING RELATIONSHIPS
	INTERNAL/EXTERNAL

	Who will I be working with?











How will I be interacting with others?



This covers JE Criteria G (Relationships
	Internal: Officers, including the Director of Community, Head of Digital, Revenues and Benefits, Revenues and Benefits Manager and Benefits Specialist Manager, Revenues and Benefits Team Leaders, Officers and Specialist Officers. Officers from all other areas of the authority.

External: Members of the public, officers from Government Agencies, DWP, staff from other public authorities i.e. community agencies/third sector and any other relevant to the Service

Via email, letter, phone, Teams, face to face meetings and 121’s for supervision of team.

	STATUTORY RESPONSIBILITIES/LEVEL OF ACCOUNTABILITY

	What am I accountable for?











What are the consequences for me or the council?



This covers JE Criteria D (Accountability)
	The collective leadership and management  of the day to day operations of the Benefits Assessment and Overpayments Team and accountable for the teams performance against set targets and the delivery of five-star customer service. 
Collectively responsible for the delivery of Housing Benefit and related functions (approx £15m p/a), CTR (approx £12m p/a and DHP’s (£170k p/a) and other Government initiatives as directed ensuring compliance with legislation and policy, 

Loss of Subsidy (reimbursement of Housing Benefit from DWP) for incorrect processing of Housing Benefit.
Reputational damage for incorrect management or processing of Housing Benefit, Council Tax Reduction, Discretionary Housing and other Government initiatives
Vulnerable and low income households missing out on financial assistance through Housing Benefit, Council Tax Reduction, Discretionary Housing Payments and other Government initiatives.
Errors or delays in processing may affect a resident's tenancy status 

	DECISION MAKING AUTHORITY (INDEPENDENCE)

	What actions can I take independently?
The distribution of Discretionary Housing Payments totalling £170,709.00 per year.
Allocation of the work and priorities of the Benefits and Overpayments Team.
Undertake stage one complaints, appeals and revisions
When do I need to involve others?
Collaborative working on changes to our Council Tax Reduction scheme with other Senior Officers, the Revenues & Benefit Manager and Head of Digital & Benefits.
Directing the work and priorities of the Benefits Team and Overpayments Team.
Deciding which claims to review in line with our Compliance process. 
Delivery of the Housing Benefit Award Accuracy process. 
Authorising Direct Debits for Revenues & Benefits.



	JOB PURPOSE (COMPLEXITY)

	Why does this job exist?
To ensure the effective delivery of financial support to residents of Wealden, the role involves administering Housing Benefit, Council Tax Reduction, Discretionary Housing Payments, and various Government initiatives, including current and future schemes. This includes planning and co-ordinating the accurate and prompt processing of all relevant claims, as well as maintaining comprehensive knowledge and correct application of related regulations and policies.

[bookmark: _Hlk213761803]To plan and co-ordinate the recovery of Housing Benefit overpayments. 
To maintain and apply a detailed knowledge of the Housing Benefit regulations, including Overpayments, Council Tax Reductions Policy, Discretionary Housing Payment regulations and Policy, relevant Government initiatives. 
To support the implementation of the Council’s Council Tax Reduction Policy and other related policies and procedures relating to the Council’s duties.
To review and authorise Direct Debit collections.  
To take a range of often sensitive, confidential and often complex decisions with regard to Discretionary Housing Payments.
To provide all staff with structured 121 meetings, team supervision, annual and mid-year appraisals
To monitor and improve levels of team performance, including sickness
Ensure that the Benefits Service meets the national standards, internal targets and five-star customer service 
To support the training of existing, new and temporary staff, in procedures relating to the service.
To produce statistics and other management information on all aspects of Housing Benefit, Council Tax Reduction, Discretionary Housing Payments and other Government initiatives Benefit Compliance, Housing Benefit Award Accuracy and Housing Benefit Recovery. 
Handle complex written, telephone and electronic enquiries regarding Housing Benefit, Council Tax Reduction, Discretionary Housing Payments and related Government initiatives and Housing Benefit Overpayments from councillors, applicants, council departments and external agencies (such as Solicitors, Citizens Advice, and Debt Agencies), ensuring timely responses that include all pertinent claim information. 

To regularly review working practices/procedures, including communicating relevant changes. 
To deal with complex queries from the team and supporting the team with legislative advice.

Carry out revisions or appeal cases, including representation at Tribunals when required. 
To investigate and respond to stage one complaints.
Updating of the Benefits Service webpages and improvements to make the information accessible and relatable.
General
To work with colleagues and other teams to achieve service plan objectives.
To participate in the Council’s Appraisal scheme and contribute to your own and your team’s development needs.
To comply with GDPR ensuring customers’ data is protected and the Council’s obligations are met.
Comply with the requirements of the Government Connect Secure Extranet to access DWP data systems and data transfer. Comply with the requirements of Data Protection legislation and ensure the secure processing and storage of customer's personal data.
Abide by the Council’s Equal Opportunity Policy Statement which makes commitment to promote equal opportunities and race equality in Wealden.
To oversee administrative support for the team.
To ensure that all staff provide a high level of customer care in service delivery, whether services are provided by telephone, face-to-face interviews, letter, email or by home visits.
Promote continued professional development across the team.
To assist on the introduction of any new software to manage the data and processes of the Benefits Team.
Be fraud aware and refer any claims or data that appears irregular for investigation.
Abide by the Council's Benefits Service Standards, Policies and Procedures.
Ensure data quality standards are maintained by ensuring all data is processed accurately and in a timely manner.
To act in accordance with the Council’s health and safety policy to take reasonable care for your own health and safety and that of others who may be affected by your work activity.
To represent the Benefits Team and to promote good inter departmental/agency working by attending meetings, agreeing protocols and procedural arrangements with other agencies and departments.
To record all actions, communication requests and received documentation relating to customers promptly on the computerised system.
To undertake such other activities as may be decided by the Council or the Head of Service commensurate with the level of the post.



	[bookmark: _Hlk157585989]
ROLE RESPONSIBILITIES 

	What are the most important things I will be doing? 
Collective leadership of the Benefits and Overpayments Team ensuring the assessment of Housing Benefit, Council Tax Reduction, Discretionary Housing Payments, and any other Government initiatives are accurately processed, in a timely manner, adhering to and being compliant with policy and relevant legislation including the review & compliance of benefit claims and Housing Benefit Overpayment recovery 

Reducing risk to Subsidy

To ensure that Housing Benefit of nearly £15M a year is paid correctly in accordance with the Housing Benefit regulations in a timely manner.

To ensure that Council Tax Reduction of nearly £12M a year is paid correctly in accordance with our Council Tax Reduction Policy in a timely manner.

To ensure that Discretionary Housing Payments of £170,709 a year is paid correctly in accordance with national guidance and our Discretionary Housing Payment Policy in a timely manner.
To ensure the Housing Benefit Overpayment recovery process of over £1M is in line with national guidance, regulations and best practice.

To lead the Benefits Team through a continued strive for improvement, making best use of strategy, planning and negotiation to achieve best performance.

To support development of team to ensure continuing professional development.

	What other activities will I be responsible for?  
Collectively responsible for producing detailed statistics, and other management information. 
Reporting as required to Benefits Team, Revenues & Benefits, Revenues & Benefits Manager, Head of Digital & Benefits.
To deal with complex queries from the team and supporting the team with legislative advice.

Manage the team in accordance with Wealden policies and procedures including sickness monitoring, staff recruitment, 121s, 6 month reviews and annual appraisals.

Direct and manage the workload and resources to ensure that DWP and internal targets are achieved and five-star customer service is delivered.
Communicate procedural, system and process changes or decisions to the team identifying where training is required. 
Investigate and respond to stage one complaints.
To ensure that all staff provide a high level of customer care in service delivery, whether services are provided by telephone, face-to-face interviews, letter, email or by home visits.

	Will I be managing others? 
Collectively managing 21 staff (16FTE) including across three Team Leaders   
 

	Who do I report into?
Revenues & Benefits Manager
Head of Digital & Benefits




	PROGRESSION & DEVELOPMENT 

	What are the development opportunities for me?
IRRV qualifications.

Management qualifications.

Person management experience allowing Team Leader to progress to management of larger teams.

Networking and collaborating with multiple teams, partners and external agencies to reduce “silo” working.


	How will I know I am being successful in this role?
Meeting national and locally set targets for Housing Benefit, Council Tax Reduction, Discretionary Housing Payments, and other Government initiatives, HBAA and Housing Benefit Overpayment recoveryUnqualified Housing Benefit Subsidy Audit


	What is the required learning for me in this role?
Mandatory Learning Pool modules 

Ongoing training for changes to Housing Benefit, Council Tax Reduction, Discretionary Housing Payments, any other Government initiatives HBAA and Housing Benefit Overpayment recovery schemes.

Management training.

Recruitment & Selection training.

Appraisal training.



	Management Charter (for all managerial roles )

	This charter aims to ensure good management practice is consistently achieved across the council and provides a basic template and statement of what is expected from a manager at Wealden. 
· I am valued and recognised by Wealden District Council for the time and effort I put into people management. The council provides the tools and training I need and is intolerant of poor practice. 
· I take my responsibility as a line manager seriously. Colleagues and members should expect, and benefit from, effective leadership and management based on the promotion of positive relationships and good employment practices aligned with the Council values. 
· I am generous with my time. Supporting my team is a priority. I meet with each of my direct reports regularly and at least every month for 121 time. I hold regular, in person, team meetings and update my team on corporate as well as departmental and team issues.  
· I recognise that I am a role model. I lead by example.  
· I get the basics right. Appraisals are done well, consistently and on time. I make sure my direct reports have a mid-year review as well as a year-end appraisal.  
· I am conscientious with the public purse, always working within financial and procurement framework and regulations and holding suppliers to account for what they deliver on our behalf. 
· I know the people I manage, their abilities, aspirations, frustrations and motivations. I am also self-aware, and open about my own strengths and weaknesses.  
· I create a safe environment for open discussion and constructive challenge with staff and members, providing feedback to my manager when appropriate. 
· I am visible and accessible and openly invite the views of others  
· I give honest, timely, objective feedback to my team and my peers aligned with each of the Council values. This includes giving recognition when people have done well.  
· I take prompt action to address under-performance.  
· I champion learning and development including for myself.  
· I encourage colleagues to maximise their contribution to the success of the Council and have this contribution recognised through being aligned with the Council values. I do this for myself, holding myself to account for my delegated responsibilities and provide challenge and support to peers and leaders alike. 
· I delegate responsibilities not tasks. I coach more than I direct. I understand the fine line between empowerment and abandonment. 
· I actively encourage colleagues to engage in the life, plans, and objectives of the Council and embrace a one-Council ethos. I keep colleagues informed of major developments within the Council as appropriate and am open, transparent, and inclusive in my approach to plans and decisions, taking a co-design and collaboration approach with colleagues and partners wherever possible. 
· I am committed to the promotion of equality of opportunity for all. I value the diversity of our staff incorporating values aligned with the Council values. 
· I seek to manage the balance of staff activities and workloads effectively and fairly.  I promote and encourage health and wellbeing at work.  Within business constraints I will support flexible working policies and manage hybrid arrangements to help colleagues balance home and work commitments aligned with the Council’s values. 
· I am supported by staff who live the Wealden values, take responsibility for their own development and give me feedback on how I am doing. 




This is an outline job description designed to summarise the key responsibilities of the role and is not intended to cover every task that may be required.  It may be subject to change to meet the evolving needs of the organisation. 

	
Additional Role Requirements (all roles)

	Standards of  Conduct
	You will be required to comply with the Council’s Standing Orders and Standing Financial Instructions, and at all times deal honestly with the Council, Members, Colleagues and all those who have dealings with the Council, including customers and suppliers.
You must behave with integrity, act lawfully and demonstrate a strong commitment to ethical values. 

To positively demonstrate the Wealden values yourself and to continue to build the culture of the Wealden values through the appointment, management, appraisal and development of staff (as well as third party providers).

	Health & Safety/Risk Management
	Wealden District Council’s Health & Safety Policy and other safety procedures and guidelines are deemed part of this job description.  Employees must look after their own health, safety and welfare and be mindful of other persons who may be affected by their acts. Employees must co‑operate and comply with management instructions regarding H&S issues and report all accidents, incidents and problems to their supervisor, manager or other senior members of staff, in line with the H&S policies.

You will need to be compliant with the Council’s risk management policies and procedures. These describe the Council’s commitment to risk management, the recognition that our aim is to protect colleagues and visitors from harm, and stress that all colleagues have a responsibility to minimise risk. 

	Governance Standards
	Comply with the relevant governance standards applicable to the Council as communicated to the post-holder from time to time. 

	Data Protection
	To comply with Council Policies and the Data Protection Act in all respects, with particular relevance to the protection and use of staff and customer information. 

	Confidentiality
	Council colleagues are required to ensure that information about customers and staff is safeguarded to maintain confidentiality and is kept securely in accordance with General Data Protection Regulations (GDPR), Data Protection Act 2018 (DPA18). The Council’s Data Security and Protection policy ICT policies provide guidance on how this can be achieved. 

	Communication
	To encourage innovation and positive challenge through effective involvement, motivation and communication with Officers, Members, Partners and other Stakeholders, actively promoting the Council’s reputation and image as an employer of choice.


	Digital/
Records Management



	To direct the identification, development and implementation of digital and other systems and procedures which are aligned to the Council’s Drive to Digital Strategy and are shaped to reflect our customers’ and stakeholders’ needs.

To maintain Council customer and staff records (both paper and electronic) in accordance with Council policies. 

	Freedom of
Information
	To provide advice and assistance to all persons who propose to make, or have made requests for information, and to ensure all requests for information are managed appropriately in accordance with Council Freedom of Information procedures. 

	Security
	To comply with Council policies to ensure there is a safe and secure environment that protects Members, staff and visitors and their property, and the physical assets and the information of the organisation. 

	Other duties
	Participate in such non-routine duties as elections and Emergency Planning as directed by the Chief Executive to include, where appropriate, the setup of a Rest Centre.

	Freedom to Speak Up
(Whistleblowing)
	You have responsibility for customer and staff welfare and should raise any concerns relating to a breach of Council policies and procedures with your manager or refer to HR for alternative options. 

	Environmental Impact
	You will ensure compliance with the Council’s environmental management policies and procedures. These describe the Council’s commitment to climate change and carbon management, the recognition that our aim is to protect the environment and the use of natural resources that all staff have a responsibility towards. 

	Performance review
	This Job Description will be used as a basis for individual performance review between you and your line manager. 
The Job Description covers only the key result areas and, as such, does not intend to provide a comprehensive list of objectives. Specific objectives will be reviewed each April and may develop to meet the changing needs of the service. You will need to take due account, in the way they achieve the key result areas, of Council policies and procedures. 

	Equality and Diversity
	To take responsibility and comply with the Council’s Equal Opportunities policy (which makes a commitment to promote equal opportunities and  equality of all protected characteristics in Wealden), Officers’ Code of Conduct, Data Protection and other relevant policies, procedures and legislation, to ensure these are embedded and applied throughout the service in both service provision and employment issues.




POST NO: 

	PERSON SPECIFICATION


	CRITERIA
	ATTRIBUTES
	ESSENTIAL 
	DESIRABLE
	ASSESSED BY
Application Form / Interview / Practical Assessment

	Knowledge & Experience
	Experience in supervising and / or managing a team and promotes an open, supportive, team environment.
	X
	
	

	
	Considerable technical understanding and experience of assessing Housing Benefit and Council Tax Reduction across all tenure types.

	X
	
	

	
	Experience in using various performance management techniques.
	
	X
	

	
	Can represent the Benefits Service at internal and external meetings as a technical expert (including tribunal).
	X
	
	

	Skills
	Experience of using computer and information systems for recording and processing information, including Microsoft Outlook, Word and Excel.
	X
	
	

	
	Strong written and verbal communication skills, appreciating the needs of different audiences.
	X
	
	

	
	Non-judgmental, empathetic and sensitive approach to people's circumstances and situations
	X
	
	

	
	Occupational Requirement to have a command of spoken English sufficient for effective performance.  Applies to public facing roles where regular face-to-face or telephone contact is intrinsic to the role.
	X
	
	

	
	Ability to organise and prioritise, including that of the team and own time and workloads. Ability to work to tight deadlines.
	X
	
	

	
	Develops personal effectiveness and has a commitment to personal and professional development.
	X
	
	

	
	Calm, unflappable manner coupled with energy, drive and determination to get the job done.  
	X
	
	

	
	Works in an organised way but takes a flexible approach when required and has sound time management skills.
	X
	
	

	
	Ability to be assertive when necessary.
	X
	
	

	
	Able to analyse situations, make decisions and solve problems.
	X
	
	

	
	Has the ability to motivate individuals and teams and can lead by example.
	X
	
	

	
	Sets standards effectively and help others to achieve them.
	X
	
	

	
	Casual car user, must have own transport or be able to make alternative arrangements for occasional travel
	
	X
	

	
	Occasional working out of normal office hours will be necessary from time to time as required.
	X
	
	

	Qualifications/
Education

	IRRV qualification or considerable working experience in Benefits.
	X
	
	

	
	5 GCSEs (or equivalent) grade 4 or above (or equivalent) including Maths and English (or equivalent).
	X
	
	







[image: ]
image2.png
OUR VALUES
WORK We work together:

One organisation One district

TOGETHER One team One five-star customer service

We show empathy:
Connection Consultation
Understanding Listening

We are ambitious:
Purposeful Resourceful
Enterprising Innovative

7" (K) AmBimious

We show leadership:
Accountability Embracing change
Flexibility Leading by example

We deliver:
Planning Meeting deadlines
Communication Achievement
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