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	Reports to:
	Senior Benefits, Taxation and Income Officer
	

	Employee Supervision:
	None
	Grade:
	4
	Profile Ref:
	90579

	Purpose of the Post

	To assist in providing a comprehensive Benefits, Taxation and Income Service, which includes Benefits, Council Tax, Non Domestic Rates, Free School Meals, the recovery of all monies owed to the council and the provision of a dedicated customer services telephony team.

	Responsibilities

	· To carry out assessments of free school meals, all types of housing benefit and council tax support including areas of subsidy loss and discretion.

	· Assist in providing a comprehensive and effective Non Domestic Rates Service and Council Tax Service dealing with the administration and maintenance of accounts and the award of discounts, exemptions and reliefs to ensure correct billing.

	· Assist in providing a comprehensive and effective recovery service dealing with the recovery and enforcement of Council debt including council tax, non-domestic rates and overpaid housing benefit.

	· Undertake telephone duties, particularly with regard to the divisions crosscutting telephony team in accordance with the Council’s wider customer services principles and standards of professional conduct. This will include providing information and guidance in respect of other service areas of the council.

	· Respond to, investigate and resolve complex queries, dealing with complaints and difficult customers ensuring a customer focussed service, keeping them informed of progress and actions.

	· Input, check and maintain accurate records using Benefits, Taxation and Income specialist systems, ensuring information is stored appropriately and confidentially.

	· Assist in the preparation of data and statistical returns to drive forward effective compliance management.

	· Administer Benefits, Taxation and Income documentation and correspondence, assisting in the delivery of performance linked to corporate objectives and development of actions to deal with exceptions, undertaking timely interpretation of financial information and proactively acting to address the issue ensuring high quality performance information.

	· Liaise with internal and external stakeholders including managers, employees and members of the public, ensuring information and communication links are maintained.

	· Contribute to the overall efficiency of the service, suggesting improvements to enable continued developments and improved performance.

	· Undertake duties whilst dealing with interruptions, queries and conflicting demands arising from customer queries and requests, ensuring strict deadlines are met.

	· Maintain awareness of policies and procedures which impact on how the service is delivered.

	· Assist management to continuously business re-engineer improvements across all functional areas to drive forward efficiencies by continuously reviewing working practices, making suggestions for improvements to enable continued development.

	· Work on a flexible basis to cover financial business support service activities as and when required.

	Education and Training
	Measure
	Rank

	· Level 2 qualification or equivalent (e.g. 4 GCSE’s at Grades A*-C).
	A/C
	E

	· Training on Microsoft Office e.g. Word, Excel, PowerPoint.
	A/I
	D

	Relevant Experience
	Measure
	Rank

	· Experience of working in a Financial Services environment.
	A/I
	E

	· Experience of working to and meeting strict deadlines.
	A/I
	E

	· Previous local government experience using authority based systems.
	A/I
	E

	· Experience in customer services.
	A/I
	E

	General and Special Knowledge
	Measure
	Rank

	· Demonstrable competency in numeracy and literacy.
	A/T
	E

	· Good working knowledge of computer based systems including Microsoft Office.
	A/I
	E

	· Knowledge of local government financial procedures and statutory regulations.
	A/I
	E

	· Knowledge of the Data Protection Act and an ability to respect and promote confidentiality.
	A/I
	E

	Skills and Abilities
	Measure
	Rank

	· Good communication and interpersonal skills with the ability to communicate clearly and effectively in both written and verbal formats with members of the public, other employees and external organisations.
	A/I
	E

	· Ability to use decision making and judgment skills while  handling and processing large amounts of complex manual and computerised information ensuring accuracy and confidentiality.
	A/I
	E

	· Ability to follow procedures, working under pressure and meeting tight deadlines.
	A/I
	E

	· Ability to work effectively on your own and as part of a team, taking ownership for delivery of own tasks and workload. 
	A/I
	E

	· Ability to work in a customer focused environment.
	A/I


	E



	Additional Requirements
	Measure
	Rank

	· Willing to work flexibly in accordance with policies and procedures to meet the operational needs of the council.
	A/I
	E

	· Willing to undertake training and continuous professional development in connection with the post.
	A/I
	E

	· Work in accordance with the council's vision, values and behaviours – working together, honesty, excellence and pride.
	I
	E

	· Able to undertake any travel in connection with the post.
	A/I
	E


