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JOB DESCRIPTION & PERSON SPECIFICATION

	SERVICE AREA: 

	Customer Services
	POSITION NO:

	SECTION:

	Welfare Rights Service
	GRADE: 6

	
JOB TITLE:

	
Welfare Rights Assistant

	DATE PREPARED: 10 March 2017

	EVALUATION DATE:
	19 April 2017
	JE NUMBER:NC2836


	DIGNITY AT WORK: To show, at all times, a personal commitment to Looked after Children and treating all service users, customers and colleagues in a fair and respectful way, which gives positive regard to people’s differences and individuality (for example, gender, gender identity, nationality or ethnic origin, disability, religion or belief, sexual orientation, age).  Assists in ensuring equal access to services and employment opportunities for everyone and promotes the Council’s Equal Opportunities in Employment Policy.



	PURPOSE:
To contribute to the provision of a comprehensive welfare rights service and to support and promote access to specialist, independent benefit advice amongst a broad range of client groups.



	PRINCIPAL ACCOUNTABILITIES:

	1.
	To interview service users and gain a comprehensive understanding of their personal and financial circumstances in order to be able to identify relevant benefit and service entitlement.

	2.
	To explain the grounds for potential entitlements to service users and the associated claims processes and to provide assistance throughout the process to enable service users to access those entitlements. This will include assistance with the completion of lengthy and complex forms.

	3.
	To provide advice and information to service users on the social security appeals procedure and to provide a legal representation service to service users who need to use the appeal route to establish their correct legal entitlement.  This will include the preparation of complex legal submissions before appeal tribunals.

	4.
	To assist in benefit take-up and publicity campaigns aimed at increasing awareness of entitlements and promoting applications amongst groups of service users. This task may involve carrying out duties in a range of locations and the postholder will need to make decisions on how to represent the service in different environments.

	5.
	To establish outreach facilities in partnership with other agencies in order to facilitate access to the service by service users who find it difficult to access mainstream services.

	6.
	To produce information / publicity materials that inform service users and staff groups on social security provision and on available services/projects to ensure that services can be accessed effectively.

	7.
	To work closely with Welfare Rights Officers and staff in partner agencies to ensure that resources are targeted efficiently and that there is a seamless transfer of cases to more specialist provision where this is necessary.

	8.
	To compile detailed and up to date client files and records of advice to comply with service requirements.

	9.
	To consult with service users on their needs and experiences. This will enable senior officers to influence national policies and assist in the development of service provision.     

	10.
	To promote and safeguard the welfare of children, young people and/or vulnerable adults.

	11.
	To contribute to the provision of the welfare rights consultancy and training service in order to support other services in giving good quality advice on benefits.  This will include responding to consultancy queries and providing training to staff and public groups.

	12.
	The Health and Safety at Work etc. Act 1974 and associated legislation places responsibilities for health and safety on Hull City Council, as your employer and you as an employee of the council. In addition to the Councils overall duties, the post holder has personal responsibility for their own health, safety and wellbeing and that of other employees; additional and more specific responsibilities are identified in the Council’s Corporate H&S policy.

	GENERAL:
The above principal accountabilities are not exhaustive and may vary without changing the character of the job or level of responsibility. The postholder must be flexible to ensure the operational needs of the Council are met.  This includes the undertaking of duties of a similar nature and responsibility as and when required, throughout the various work places in the Council.



	
DIMENSIONS:  

	1.	Responsibility for Staff:
· Some responsibility for co-ordinating the work of other staff who are involved in take-up/outreach projects and some instruction and checking of the work of others.

2.	Responsibility for Customers/Clients:
· Responsible for the provision of a casework service to 40+ service users when this service is necessary to enable them to secure access to the basic level of income appropriate to their needs.
· Responsible for increasing the advice giving capacity of other services/service areas.

3.	Responsibility for Budgets:
· Responsible for handling and accounting for client monies where handling of this is part of the casework service or where payments are made via the post holder by a third party.


4.	Responsibility for Physical Resources:
· Responsible for handling personal and confidential data in a range of settings outside of the standard office based setting.
· Responsible for handling and transportation of equipment e.g. training equipment outside of the office base.


	WORKING RELATIONSHIPS:

	1.	Within Service Area/Section:
· Welfare Rights Officers
· Hull Advice
· Customer Service Centres

2.	With Any Other Council Areas
· Housing Department
· Adult Services
· Mental Health Teams
· Children & Young People’s services
· Fairer Charging
· Refugee Team
· Hospital Teams
· Legal Services
· Elected Members

3.     With External Bodies to the Council
· The Health Authority is a key user and provider of services.  This includes hospital staff, G.Ps, health visitors, PALS, specialist departments (e.g. oncology, cystic fibrosis).

· A wide range of organisations within the Voluntary Sector are referrers for services and access the Welfare Rights Service for support and development services, as well as information services.

· The following organisations are key to planning, project management, service delivery and service development.

· Department for Work and Pensions, in particular Jobcentre Plus & the Pension Service. 
· HM Revenue & Customs
· HM Courts & Tribunal Service
· National Association of Welfare Rights Advisors
· Disability Alliance
· Child Poverty Action Group
· Charitable trusts















	ORGANISATION CHART: 

	
WELFARE RIGHTS MANAGER

2 x SENIOR WELFARE RIGHTS OFFICERS
2 x WELFARE RIGHTS ASSISTANTS

4 x WELFARE RIGHTS OFFICERS




	
	Tick relevant level for each category
	

	
	Not applicable
	Low
	Moderate
	High
	Very High
	Intense
	




Supporting Information 
(if applicable)

	PHYSICAL DEMANDS:
Physical Effort and/or Strain – (tiredness, aches and pains over and above that normally incurred in a day to day office environment).
	
	X
	


	
	
	
	The post holder will need to work able to work under pressure and be self-motivated. Must be confident and assertive. 

	WORKING CONDITIONS:
Working Conditions – (exposure to objectionable, uncomfortable or noxious conditions over and above that normally incurred in a day to day office environment). 
	
	

X
	
	
	
	


	Mainly office based providing face to face or telephone based advice. Some external visits required for meetings and client interviews.

	EMOTIONAL DEMANDS:
Exposure to objectionable situations over and above that normally incurred in a day to day office environment.
	







	
	
	

X
	
	
	This work is mentally and emotionally demanding. Casework issues can mean dealing with people with a history of traumatic issues, illness, life limiting illnesses and bereavement. Other demands can stem from clients anger, frustration and emotions.



	
PERSON SPECIFICATION
	Tick relevant column
	List code/s*

	The information listed as essential (the column that is shaded) is used as part of the job evaluation process.  The requirements identified as desirable are used for recruitment purposes only.
*Codes: AF = Application Form, I = Interview, CQ = Certificate of Qualification, R = References (should only be used for posts requiring DBS’s), T = Test/Assessment, P = Presentation
	Essential
	Desirable
	How identified 

	1. 
	Qualifications:

	
	A good standard of general education to include literacy and numeracy.
	X
	
	AF - I - T - CQ

	
	To have attended a broad range of relevant training or higher education award in a social policy related area.
	
	X
	AF 

	2. 
	Relevant Experience:

	
	Experience in advice and advocacy work
	X
	
	AF – I –T 

	
	Experience in providing services to a wide range of service users including those in vulnerable groups.
	X
	
	AF 

	
	Experience in working in partnership with others.
	
	X
	AF 

	3. 
	Skills (including thinking challenge/mental demands):

	
	Motivation to work with children and young people and/or vulnerable adults.
	X
	
	 I 

	
	Able to understand and interpret complex information.
	X
	
	AF - T - I

	
	Good computer literacy skills.
	X
	
	AF - T - I

	
	Ability to learn detailed factual information quickly including the rules governing disability related and financial assessments.
	X
	
	AF 

	4. 
	Knowledge:

	
	A knowledge and commitment to safeguarding and promoting the welfare of children, young people and/or vulnerable adults 
	X
	
	AF - I

	
	Good understanding of the qualifying criteria for all welfare benefits.
	X
	
	AF – I - T

	
	Good understanding of the social security claims, decision making and appeals procedures.
	X
	
	AF – I - T

	5. 
	Interpersonal/Communication Skills:
Verbal Skills

	
	Ability to establish professional, effective working relationships with a range of partners/colleagues and children & young people and/or vulnerable adults
	X
	
	AF – I 

	
	Constantly delivers great customer service
	X
	
	AF – I 

	
	Willingly takes on new or different tasks
	X
	
	AF – I 

	
	Identifies the information needed to make an informed decision
	X
	
	AF – I - T

	
	Written Skills

	
	Keeps information and records up to date
	X
	
	AF – I 

	
	Carefully and accurately documents any analysis undertaken
	X
	
	AF – I - T
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	Other:
	
	
	

	
	Takes responsibility for own decisions, clearly explaining the rationale to others
	X
	
	AF – I 

	
	Is prepared to challenge decisions he/she doesn’t agree with
	X
	
	AF – I 

	
	Has a solid understanding of own role 
	X
	
	AF – I 

	
	Pays attention to detail

	X
	
	AF – I - T

	

	The requirements listed below are not considered during the job evaluation process, but are essential requirements for the role that will be assessed during the recruitment process.

	7. 
	Competencies:

	
	The competencies listed below are all essential requirements for working at Hull City Council in any post; however, those that have been ticked as essential have been identified as key competencies for this role and will be measured as part of the selection process.  They are not required to be addressed in the candidate’s application form.
	
	
	

	
	Leading forward 
	X
	
	 I

	
	Improving services
	X
	
	 I 

	
	Analysis and decision making
	X
	
	 I 

	
	Making things happen
	X
	
	 I 

	
	Communicating with impact 
	X
	
	 I 

	
	Collaboration 
	X
	
	 I 

	
	Developing self and others
	X
	
	 I 

	
	A copy of the Competency Framework can be accessed via the Council’s website – www.hullcc.gov.uk/jobs

	8. 
	Additional Requirements:

	
	Cross as an essential requirement if the candidate requires a Baseline Personnel Security Check (BPSS).
	
	N/A
	

	9. 
	Disclosure of Criminal Record:

	
	The successful candidate’s appointment will be subject to the Council obtaining a satisfactory Enhanced Disclosure from the Disclosure & Barring Service.
	X
	
	DBS Disclosure

	
	If the postholder requires a DBS disclosure the candidate is required to declare full details of everything on their criminal record.
	X
	
	AF(after short listing)

	
	If the postholder requires a ‘Basic Disclosure’ or no disclosure is required, the candidate is required to declare unspent convictions only.
	
	N/A
	AF(after short listing)
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