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	Job Title:
	Revenues And 
Benefits Advisor 
	 Pay Band: 
	5




	Job Purpose: 

	To provide a range of administrative support duties to the Revenues      
and Benefits section as well as providing high quality advice and 
assistance to Revenues and Benefits Customers.



	Valued Behaviour Level:
	1                                                    JE reference: E3465

	
	

	What are you expected to do?

· To personally deal with and aim to resolve all enquiries received at the first point of customer 
contact.  To signpost customers to other Council and non-Council services, where appropriate.

· To record the details of all customer contact on relevant IT systems, requesting any further information 
from customers to resolve enquiries.

· To ensure customers are provided with a quality service which meets customer expectations, 
performance targets and reduces repeat enquiries.

· To identify other options for customers to access services through digital channels and to actively 
signpost customers to self-serve options where possible.  To provide full assistance to vulnerable 
customers who are unable to self-serve through digital channels.

· To provide support to other Revenues and Benefits staff dealing with customer enquiries, claims, 
recovery and enforcement actions, where required or requested to do so.
· To maximise income for the Council by:
1. Deciding, within a framework, the most appropriate and effective method of collecting outstanding 
Council Tax, Business Rates and Housing Benefit overpayment liabilities and debts.
2. Negotiating payment plans, within parameters, with customers to ensure that payments are affordable 
and meet with statutory guidance.
3. Following guidance, withdrawing legal actions (court summonses), where appropriate, to gain the best 
outcomes for the customer and the Council

· To process customer payments using appropriate on-line payment facilities.

· To liaise with internal and external partners such as Housing Services, Customer Services, Government 
Departments, enforcement agents, private and social landlords and other statutory and voluntary 
organisations, in pursuit of recovery actions, claims and enquiries.

· To identify, assess and advise on a customer’s potential entitlement to other welfare benefits, 
tax credits, discounts, exemptions and other reliefs.

· To assist in the training of new and existing Revenues and Benefits staff, where required or 
requested to do so.



Person Specification

	
Criteria No.
	Attribute
	Essential
(E)
	Desirable
(D)

	
	Qualifications & Education
	
	

	1
	NVQ level 2 in a related field, such as business admin or customer service
	
	D

	
	Experience & Knowledge
	
	

	2
	Approximately one year’s recent experience of working with customers in a busy and challenging environment dealing with sometimes angry and/or vulnerable people
	E
	

	3
	Experience of working within policies and procedures with the use of initiative to respond to situations
	E
	

	4
	Understanding of data protection principles and confidentiality
	E
	

	5
	Experience of working in Local Taxation or Housing Benefits services
	
	D

	6
	Experience of working in a financial environment involving the billing and collection of taxes and/or debts
	
	D

	7
	Experience of using Revenues and Benefits, Customer Relationship Management and telephony systems
	
	D

	8
	Working knowledge of other welfare benefits

	
	D

	
	Skills
	
	

	9
	Ability to effectively listen and communicate verbally to a range of audiences, including the ability to explain situations clearly
	E
	

	10
	Ability to deal with difficult customers in stressful situations, whilst remaining professional and calm
	E
	

	11
	Ability to negotiate payment plans with customers within recognised parameters
	
	

	12
	Ability to demonstrate an attention to detail and maintain accurate records
	
	

	13
	Ability to work under pressure and prioritise work to meet deadlines and targets
	
	

	14
	Ability to apply accurate literacy and numeracy skills to include spelling, grammar, punctuation, percentages and decimals and undertake basic mathematical calculations in a financial setting
	E
	

	15
	IT literate capable of using MS Office and data management systems
	E
	

	
	Personal Attributes
	
	

	16
	Ability to work effectively on own initiative and as part of a team
	E
	

	17
	Strong commitment to customer care

	E
	




Supporting Statement
Our values:
Are at the heart of everything we do. Our values are not just words, the way we behave is one of the most important ways we can demonstrate them. 

	RESPECT…
be Respectful towards the Council, each other as colleagues as well as our community, residents, service users, stakeholders and wider partners. 

	COLLABORATE…
act Collaboratively and ensure our successful journey of collaboration continues to ensure that we maximise opportunities to achieve success.

	INNOVATE…
be Innovative in everything we do and voice improvements to ensure we offer quality services.
	DELIVER…
deliver quality services to all and strive to always deliver the best we can with the resources available.



All employees will be expected to:

· [bookmark: _Hlk216194895]Engage with our My Journey process and supporting conversations.
· Ensure that you work and communicate in line with our core values, policies and procedures and you are aware of your obligations under these. 
· Behave according to the Valued behaviours framework, the Dignity & Respect Policy and Employees’ Code of Conduct and ensure that you are aware of your obligations and responsibilities re. conflicts of interest, gifts, hospitality and other matters covered by the Code.
· Carry out your role in line with our Equality agenda.
· Be a team player and willing to be supportive and flexible.
· Carry out any other duties of a similar nature related to this post that may be required from time-to-time.
· Comply with health and safety policies, organisational statements and procedures, report any incidents / accidents/ hazards and take a pro-active approach to health and safety matters to protect yourself and others.  
· Carry out your role in line with our climate neutral ambitions.
· We are committed to safeguarding and promoting the welfare of children and expects all staff and volunteers to share this commitment.
· [bookmark: _Hlk211340693]This post is deemed to be a ‘Customer Facing’ role in line with the definition of the Code of Practice on the English language requirement for public sector workers.
· This post is subject to a BPSS (Baseline Personnel Security Standard) Clearance check. The successful applicant will be subject to the relevant vetting checks before an offer of appointment is confirmed. Following appointment, the employee will be subject to rechecking as required from time to time by ourselves.
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