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Job Description
	Directorate
	Health, Education, Care and Safeguarding

	Section/Location
	Adult Social Care 

	Post Title
	Welfare Assistance Officer including Macmillan Benefit Advice work

	Permanent/Temp
	Permanent

	Grade
	Grade 7

	Responsible to
	MEAM Coordinator

	Job Purpose

	To provide an effective care and support service that promotes the wellbeing of adults in North Tyneside.  

To help people to help themselves in order to prevent and delay the social care needs of individuals by connecting them with others, with the community or universal services.

To ensure that a local welfare support service is delivered and that customers are assisted at times of crisis and to build individual resilience for the future. To ensure that people requiring support to secure and maintain a tenancy are provided with the required support but that a plan to help them manage more independently in future is developed and monitored. To ensure that through appropriate assessment and advice people are claiming all the assistance they are eligible for and that income is maximised.

To work at the direction of the  MEAM Coordinator, Lead Practitioner and Team Manager in the delivery and development of the adult social care team/welfare assistance function/housing  in relation to:

· Performance targets and objectives

· Workforce development  Legislative and statutory requirements

· Organisational improvement


	The post holder will be expected to have/work towards knowledge and skills in respect of the area they are working in, customer service, supported housing and homelessness, welfare benefits and provision of adult social care services. The post holder will be expected to work flexibly within the Access service to meet changing and fluctuating demand.


	Job Content

	To work to the direction of the MEAM Coordinator in the effective and efficient operation of the team.  This is specifically in relation to:

· Ensure consistency of application of National Eligibility Criteria/Welfare Award Eligibility criteria in line with Council policy.

· The promotion of a strengths and assets based approach to assessment.

· To have a role in prevention and assisting people to access universal wellbeing services i.e. self service, IT, Reablement/enablement, suitable housing options, assistive technology and utilising community assets

· To develop welfare assistance and be involved in the development of systems and processes within the team.

· To offer advice, information, signposting and assisted signposting

· To build relationships with individuals and groups

· To develop a knowledge of community resources and networks and to work in an imaginative and creative way to a common aim

· To connect people; with the community and with appropriate services

· To ensure good networks are established with other professionals and voluntary/community organisations

· Ensuring performance objectives and targets are implemented within their role, and work within systems to monitor performance

· Ensure budgets, financial thresholds are value for money and adhered to

· Work within health and safety arrangements, and take appropriate responsibility for their own Health and Safety and that of others 

· The promotion, development and use of Safeguarding within the team 

· To work within the context of Children’s Safeguarding and the Whole Family Approach, where appropriate

· Provide appropriate advice in relation to complaints from customers 

· To have an active caseload appropriate to their knowledge and skill and the needs of the service 

· To undertake duty functions and respond to urgent referrals as required, conducting assessments for supported accommodation and welfare assistance according to  the North Tyneside eligibility criteria

· Communicating all decisions with customers and recording the decision making process and rationale on the electronic system.

· Dealing with situations where the customer disputes the decision made and ensuring that this is passed to the line manager for a review.  Ensuring that the customer is aware of the dispute resolution processes and timescales and dealing with each customer in a professional and courteous manner.

· Where an individual is eligible for initial welfare assistance, arranging the delivery of that assistance to the customer.

· Assessing each case for ongoing case work and follow up and signposting to appropriate alternative sources of help.

· Preparing written assessments of support needs in relation to supported housing in conjunction with other professionals working with the customer

· Contribute to the development, monitoring and review of support plans to meet the individual physical, emotional and practical needs of a diverse group of customers

· Maintain defensible documentation in relation to client records.

· Provide support and advice to a diverse group of customers in relation to welfare benefits, housing related support and welfare assistance. This will include working as part of a team of Macmillan workers to support people living with and beyond a cancer diagnoses including their families to maximise income. This will include working proactively at clinics and on wards as well as in people’s own homes. This aspect of the role could include advice, support with applications and challenging decisions.
· Contribute to the review and annual reports about the service including specifically in relation to Macmillan work
· Advocate on behalf of individuals with other agencies and support them at benefit related dispute hearings and tribunals

· Liaise with other agencies and professionals internal and external to the Council to achieve the best possible customer outcome – or assist the customer to access these services.

· Promote independent living and support the customer to achieve this by providing advice and support and contributing to planning for longer term resettlement and after care in relation to customers managing their own finances, accommodation and requiring assistance with employment.

· Provision of confidential welfare advice to people using a variety of methodologies including telephone, face to face via clinics and in limited circumstances, via home visits.

· Provision of support to other Council officers around welfare benefits and welfare assistance – acting as a point of expertise 

· Contribute to the development and gathering of performance metrics

· Ensure that income for individuals is maximised

· Ensuring that information is disseminated to the wider community in line with the communications strategy for the team

· Answer calls within agreed timescales and provide a courteous telephone response to enquiries and end calls in a sensitive and timely manner 

· Contribute to the development of support links within the community.

· Contribute to the development of resource materials relevant to a Gateway service

· Monitor the outcome, where appropriate, of the support and advice provided.

· Undertaking accredited and in-house development and training as appropriate and as required by the Authority

· Where appropriate to the worker’s skills and experience, provide a mentor role to newly appointed team members.

· Monitor vacancies and voids in relation to support placements in line with the assessment criteria. 

· Monitor the waiting list for supported accommodation and link this intelligence with the ASC commissioning team.

· Ensure the progression of customers through to independence within the agreed timescales according to support plans.

· Attend and contribute to meetings, including team meetings, service meetings, multi disciplinary meetings and case conferences  

· To take part in the completion of audits of case recording (electronic and file) in accordance with the quality assurance process  and ensure that actions recommended by the audit are implemented

· Take responsibility for continuing personal development and participate in appropriate training and development activities.

· To work in an effective partnership with multi- agency partners linked to service area and to ensure that appropriate agency policies and procedures are adhered to.

· To assist in areas of service development and improvement in the team and service area

· To identify and advise the Senior Client Officer of all issues affecting service delivery

· Actively promote a positive view of the Council and Adult Social Care service both within the team and externally

· To support and take part in projects across Adult Social Care, including work to achieve efficiency savings

· Implement and comply with the Council’s Equality and Diversity policies

· Ensure that all data is handled within Corporate and Service Information Governance policies and procedures

· Any other duties commensurate with the grading of this post.


	Performance standards

	Facilitates change

· Demonstrates commitment to change

· Communicates the benefits of change to team members

· Controls the change process to minimise detrimental impact and produce planned outcomes / benefits

Communicates and Influences

· Considers the audience to effectively communicate both good and bad news successfully

· Listens actively and asks questions

· Clearly expresses points of view

· Regularly meets with team members  

Demonstrates effective decision making

· Uses effective decision making strategies which show evidence of analysis of risk and planning for contingencies

· Makes decisions and clear recommendations based on analysis of research and evidence

Plans and organises work

· Plans and prioritises workload

· Monitors and plans workload

Customer focused

· Develops services which are person centred

· Respects customers needs

Resolves problems/conflicts

· Effectively analyses problems

· Tackles problems directly

· Reviews outcomes to inform future learning

Values diversity

· Demonstrates commitment to fair treatment and equality

· Recognises and respects cultural differences

· Designs services to meet diverse needs

Uses ICT effectively

· Uses a broad range of ICT options to improve service efficiency and communicate professionally to a range of audiences

· Applies knowledge management techniques

	Working conditions

	· 18.5 hours

· Flexible working scheme
· To be prepared to work flexibly across functions and locations to meet the need of the service.
· Ability to work across 7 days a week, including evenings and weekends
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PERSON SPECIFICATION

	Factor
	Essential
	Desirable
	Assessment means

	Skills and Knowledge
	· Sound decision making skills

· Experience of using risk assessment and eligibility criteria

· Clear understanding of the safeguarding agenda 

· Working knowledge of Social Care or Housing Services

· Working knowledge of  the Welfare System and the needs of customers

· In depth knowledge of partner agencies that have a clear link to the work of the team

· Excellent IT skills

· Excellent written and verbal communication skills

· Systematic approach to problem solving

· Understanding of the cultural needs of different service user groups.

· Customer care knowledge and skills

· Understanding of Health and Safety at Work

· Ability to negotiate with customers and colleagues

·  Excellent time management 

· 2 years experience of delivering a social care assessment service, supported accommodation service or welfare benefits service


	· Knowledge of welfare reforms and their impact


	· Application Form.

· Interview.

· References

	Qualifications and Training
	Minimum of 5 GCSE’s (Grade C or above including maths and English).

Evidence of continuous development / training


	Professional Registration HNC in Management Management Development Award, Registered Managers Award.  NVQ 4 in Management. 


	· Certificates

· Application Form

	Experience
	· Experience of providing support to customers with a diverse range of support needs including complex needs.

· Experience of adhering to performance management systems

· Experience of working within systems procedures and practices to ensure the effective and consistent delivery of high quality services

· Experience of working with challenging customers and achieving successful outcomes

· Understanding the needs of vulnerable under represented and hard to reach groups and ensuring the equality of service delivery.

· Experience of delivering high quality customer services in a challenging environment


	· Experience of working with partners to deliver the best solutions for customers


	Application Form and interview

	Special Requirements
	· A sound understanding of confidentiality and the safe management of information

· Flexible approach to work 

· Commitment to involving customers in service design

· Ability to travel to locations within North Tyneside

· Ability to work outside of office hours when required
	Access to a full driving licence and vehicle
	· Interview

References
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