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Manchester City Council
Role Profile

 Apprentice Benefits Officer Grade 5
Revenues & Benefits, Corporate Services
Reporting to: Corporate Assessments Team Leader

Key Role Descriptors:

This role will fulfil a generic benefits assessment role. This includes Housing Benefit and Council Tax Support, including assessing new claims, changes of circumstances, and unreported changes. 

The roleholder will work as part of a team and contribute to meeting relevant performance targets.

Key Role Accountabilities:

Provide an accurate, efficient and prompt assessment service for a range of benefits, using a range of bespoke ICT systems to carry out the role.  

Ensure a “whole service approach” is taken, working closely with colleagues in other parts of the service to ensure correct liability and to prevent recovery action where appropriate. 

Provide a high quality service to customers and stakeholders through a range of communication methods in an efficient, customer focused and professional manner, using plain English, resolving issues at first point of contact where possible. 

Learn, understand and apply complex guidance and procedures in relation to benefits claim processing.

Maintain up to date and working knowledge of benefits legislation, local procedures, other welfare benefits and associated I.T. skills within a culture of frequent change.

Take ownership and responsibility for own casework and assist and support colleagues and teams within the unit where directed.

Personal commitment to continuous self development and service improvement.
 
The position is structured around a comprehensive training pathway, including the successful completion of the Level 4 Institute of Revenues Ratings and Valuations (IRRV) apprenticeship. These qualifications are supported by practical experience and supervision, enabling the apprentice to apply technical knowledge to real-world housing issues and contribute meaningfully to the administration of Housing Benefit and Council Tax Support.

The role demands a proactive approach to learning and development, with a strong emphasis on understanding current legislation, emerging trends, and council policies. 

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 post holder 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 job.  If, however, a certain task proves to be unachievable, job redesign will be given full consideration. 
Role Portfolio: This role sits within the Benefits function

The overall priorities of the service are to:  

· Provide fast, accurate and efficient services that are good value for money, meet the Council’s aims and follow recognised best practice.
· Improve the accuracy and speed of how we do things.
· Collect the maximum amount of money owed to the Council.
· Extend customer self-service options and maintain close links with the Customer Service Organisation.
· Reduce fraud by using effective processes to prevent, detect and investigate fraud. 
· Work with partners and customers to promote in-work benefits and assist residents to reach their full potential in employment. 
· Involve customers, partners and stakeholders in developing the service and improving our performance.
· Work with our customers and stakeholders to keep claim and account details accurate and up to date.
· Support residents with welfare reform changes and the transfer to Universal Credit.
· Make best use of funding for discretionary awards to mitigate the impacts of welfare reforms and other hardship. 

The Benefits Officer role is primarily responsible for:

· Assessing Housing Benefit and Council Tax Support claims, accurately and promptly. 
· Working positively as part of a team in support of delivering an efficient and effective service.

Benefits Officer - Key Competencies and Technical Requirements

Our Manchester Behaviours 

· We are proud and passionate about Manchester
· We take time to listen and understand
· We ‘own it’ and we’re not afraid to try new things
· We work together and trust each other
· We show that we value our differences and treat people fairly

Generic Skills

· Communication Skills: Ability to communicate effectively orally and in writing using clear and appropriate language and paying attention to the views and issues of others.
· Analytic Skills: Ability to absorb, understand and quickly assimilate moderately complex information and concepts and compare information from a number of different sources.
· Planning and Organising: Provides work on time and to the required standard and is capable of prioritising own workload in order to meet deadlines.
· ICT Skills: Ability to use multiple applications, systems and associated software packages.
· Administrative Skills: Good level of literacy and numeracy skills to undertake calculations and produce letters and other documentation.
· Problem Solving and Decision Making: Is able to make effective decisions on a day-to-day basis, taking ownership of decisions, demonstrating sound judgement in escalating issues where necessary.

Technical requirements (Role Specific) 
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