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Manchester City Council 
Role Profile 
 
Client Visit & Review Officer, Grade 6 
 Service: Financial Management 
Directorate: Corporate Services 
Reports to: CFS Operations Manager
Job Family: People Care & Support Indirect 
 
Key Role Descriptors:  
 
The role holder will contribute to positive engagement with service users of Client Financial Services, ensuring they are supported appropriately with their financial needs and choices. 
 
Ensure excellent standards of customer service through the delivery of a high quality service which provides a direct link between the organisation and its customers and ensures customers are the central focus of activities.  
 
Maintain knowledge of processes, guidance and relevant legislation to ensure the service provided is accurate and thorough, representing the needs of the customer. 
 
Key Role Accountabilities:  
 
Coordinate and deliver an efficient visit and review service to Appointee & Deputy clients; to determine their financial needs and wishes, and review their financial circumstances, within the context of relevant legislation. 
 
Ensure outcomes from visits and reviews are recorded and fed back to colleagues, and appropriate support services are involved as necessary.  Undertake thorough case reviews to provide quality assurance.
 
Provide advice and guidance to colleagues across the organisation in an area of specialism. 
 
Establish and maintain close joint working arrangements with other agencies and stakeholders to actively help and support the identification and reduction of safeguarding risks to vulnerable residents of the city.  
 
Respond to all queries from a wide range of stakeholders, including both internal and external customers, in an efficient and courteous manner, using initiative and creative skills to respond appropriately to problems that arise. 
 
Work proactively and efficiently to manage workloads in a demand led and front line service and incorporate a flexible approach to problem solving. 
 
Ensure all records, processes and systems are up to date and maintained accurately and ensure customer data is protected and kept confidential. 
 
Roles at this level may be required to undertake management duties, either through direct line management of a team (including appraisals, performance management and other duties) or through matrix management of a virtual team of officers. 
 
Personal commitment to continuous self development and service improvement. 
 
Through personal example, open commitment and clear action, ensure diversity is positively valued, resulting in equal access and treatment in employment, service delivery and communications 
 
Where the roleholder is disabled every effort will be made to supply all necessary aids, adaptations or equipment to allow them to carry out all the duties of the role.  If, however, a certain task proves to be unachievable, job redesign will be given full consideration.  
 
 

 
Role portfolio:  
 
 
The role holder will work as part of the Client Financial Services team and will contribute to the provision of a high quality service for all appointee and deputy customers. 
 
The role holder is responsible for visiting vulnerable adults, and reviewing all aspects of case management for citizens who are under financial appointeeship or deputyship with Client Financial Services. 
 
Reviews and visits are carried out with reference to their personal finances, welfare benefit entitlements, savings, investments, debts and expenditure needs, but also having an understanding of their social care and safeguarding needs. 
 
The role holder will manage their own workload and be expected to plan and prioritise their work based on a number of factors such as court deadlines and geographic locations across Manchester. 
 
The role holder will work cohesively with a large team of Client Finance Officers, and will effectively communicate outcomes of reviews and visits back to the team and managers
 
The work is undertaken in accordance with key guidelines, policies and legislation such as, 
Department for Works and Pensions (DWP), the Court of Protection (COP), the Office of the Public Guardian, the Care Act and the Mental Capacity Act.  The role holder will also have a responsibility towards the safeguarding of personal finances for vulnerable adults who lack mental capacity. 
 
Ensuring protection and confidentiality of customer information at all times is key. 
 
Specific duties also include: 
· Accurately maintain and review financial and administrative records 
· Proactively explore customer wishes, beliefs and needs, and how the department can support them with these in their best interests, as their financial deputy / appointee
· Investigate and challenge on behalf of the customer, where appropriate 
· Maximise welfare benefit entitlement 
· Review customers’ overall financial circumstances including income and expenditure, assets, investments and debts and undertake robust quality assurance checks on cases.
· Complete processes ensuring high standards of accuracy and deadlines are met. 
 
 Assist the Operations Manager with strategic developments to improve service delivery, and contribute toward the production and maintenance of service policies and procedures. 
 
  
Key Behaviours, Skills and Technical Requirements 
 
Our Manchester Behaviours   
 
· We work together and trust each other   
· We’re proud and passionate about Manchester  
· We take time to listen and understand   
· We ‘own it’ and aren't afraid to try new things  
· We show that we value our differences and treat people fairly  
 
Generic Skills 
 
· Communication: Demonstrates an understanding of the views of others and communicates in a realistic and practical manner using appropriate language and medium, listens attentively to views and issues of others and responds to issues arising. 
Ability to communicate clearly and effectively taking account of individual need including consideration of accessibility issues. 

· Analytical Skills: Ability to absorb, understand and quickly assimilate moderately complex information and concepts and compare information from a number of different sources.

· Planning & Organising: Demonstrate the ability to organize multiple tasks in the most effective way, and allocate time and energy according to task complexity and priority. 

· Problem Solving & Decision Making: Ability to analyse situations, diagnose problems, identify the key issues, establish and evaluate alternative courses of action and produce a logical, practical and acceptable solution. 
Is able to make effective decisions on a day-to-day basis, taking ownership of decisions, demonstrating sound judgement in escalating issues where necessary. be logical in thinking and explain reasoning behind decisions or actions taken 

· ICT Skills: Skills to use ICT systems to obtain and analyse data and present it effectively through a variety of ICT channels. 

· Administrative Skills: Good level of literacy and numeracy skills to undertake calculations and produce letters and other documentation. 
 
· Financial Management: Numeracy and accuracy skills to handle numbers confidently, collate information and keep accurate and reliable records to help with the monitoring and reviewing of financial resources 
 
Technical requirements (Role Specific)  
 
In depth knowledge of Welfare Benefits is essential for this role. 
Experience of dealing with vulnerable adults in a social care setting. 
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