
	Post No. :
	

	Post Title:
	Frontline Benefit Officer

	Directorate:
	Strategy

	Division:
	Benefits Services

	Section:
	Frontline 

	Reports To:
	Team Manager (Frontline)

	Location:
	Municipal Buildings

	DBS Status:
	Basic Disclosure

	Grade:
	Grade E


	Role Purpose

	Providing an immediate and accessible frontline service to customers.

Processing all aspects of Housing Benefit, Council Tax Reduction and Education Awards and provide detailed, complex information and support to internal and external customers.


	Main Duties and Responsibilities

	· Communicating verbally (face to face and by telephone) and in writing with internal and external customers on a wide variety of issues, which can be confidential, sensitive, complex and/or demanding.
· Occasionally exercise negotiating skills to try to resolve situations e.g. landlord/tenant disputes, Council Tax arrangements.
· Provide onsite support to the Housing Options Team, from advising of benefit amount for potential customers, to liaising with support workers for information required to process a claim or change of circumstances, details on customers benefit entitlement and payments and overpayments.
· Plan and organize own work and liaise with team members.
· Allocated work completed on time to standards and quality.
· Processes carried out in line with procedures.
· Support of colleagues.
· Process Housing Benefit, Council Tax Reduction and Free School Meal Awards.
· Make real-time service decisions in response to operational issues in line with local procedures and established guidance.
· Precise data input to ensure work is processed and paid correctly. Must also be done with accuracy, speed and efficiency to complete tasks to required standards and timescales.
· Resolve escalated and complex issues from internal and external customers.
· Prepare management information and reports and provide relevant recommendations for action.
· Provide comprehensive information to internal and external customers, maintaining a high level of service knowledge.
· Respond to customer, internal stakeholder and partnership organisation enquiries and operational issues.
· Ensure service delivery and processes are in line with legislative developments and quality requirements.
· Ensure accurate adherence to policies in order to minimise incorrect expenditure.
· Contribute to prompt and efficient collection of debt and overpayments.
· Responsible for individual use of DWP national computer system.


	Qualifications
	Please mark which are Essential or Desirable 
	E/D

	· 5 GCSEs (grade C or above), NVQ2 or equivalent qualification
	E


	Knowledge, Skills and Experience 
Required
	Please mark which are Essential or Desirable 
	E/D

	Knowledge

· Considerable knowledge of confidentiality and security procedures relating to the Council's and customers data.

· Considerable knowledge of the Council’s policies and procedures.

· Considerable knowledge of Housing and Council Tax Reduction, Council Tax and its role in the community.

· Procedures in relation to Health and Safety.

· An understanding of income related and other welfare benefits.

Skills
· Communicate effectively, both orally and in writing.
· Sound interpersonal skills.
· Be an excellent team player.
· The ability to work on a variety of tasks with the minimum of supervision and to tight deadlines.
· The ability to respond to situations quickly and demonstrate flexibility.
· IT literate including Microsoft Word, Excel and Outlook.
· Computer literate and able to input data into a computer with speed and accuracy.
Experience
· Previously worked in an office-based environment.
· Considerable experience of working in a benefit related environment.
· Considerable experience of working in a customer focused environment.
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	Vision and Values

	Blackpool Council's new Council Plan outlines what our vision and priorities will be during from 2024 to 2027.
This plan continues to develop Blackpool into a more rounded place, proud of its status as the holiday choice of millions, but with many more strings to our bow than the tourism economy. By building on our strengths and nurturing emerging specialities, we are starting to see the development of a diverse, resilient economy, with a variety of opportunities to suit workers of all skill levels, which both attracts staff and provides further opportunity for them to stay locally as their career develops.

This is the central purpose of our work. Supporting communities without providing opportunities for growth does them a disservice, and a diverse economy is crucial to strengthening our collective sense of place and worth. From large scale projects to small scale changes, intensive engagement to signposting options, this plan also aims to ensure that the council is aware enough of how it can make a tangible difference to people’s lives, and is in a strong enough positon to deliver it.
Our vision for Blackpool is that we will:
Retain our position as the UK's number one family resort, with a thriving economy that supports a happy and healthy community who are proud of this unique town.
Our Priorities

We have two priorities:
· Priority one - Communities: Creating stronger communities and increasing resilience.
· Priority two - The Economy: Maximising growth and opportunity across Blackpool.
Our Values

We aim to:

· Deliver quality 

· Be fair 

· Be accountable 

· Be compassionate 
· Be trustworthy 


	Equal Opportunities: 

We do our utmost to ensure that here is no unjustified discrimination in the recruitment, retention, training and development of staff on the basis of their age, sexuality, religion or belief, race, gender or disabilities.


