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Job description 

Norfolk Crisis and Resilience Adviser – Digital

	Department 
	Finance

	Service 
	Client Finance Services

	Grade
	G

	Reports to
	Norfolk Crisis and Resilience Team Leader

	Responsible for 
	None

	Job reference
	JE5978



	Job Purpose - 

	The Norfolk Crisis Resilience Fund Adviser - Digital will provide person-centred advice and support to residents experiencing financial hardship or crisis through the effective application of the Department of Works and Pensions (DWP) Crisis and Resilience Fund. 

The role will assess applications, complete assessments, make discretionary funding decisions in line with Council policy and funding guidance and support individuals to address the underlying causes of crisis to build longer-term financial stability and resilience. This role underpins the Council’s commitment to early intervention, prevention, financial resilience, and the reduction of inequality.

The role will provide a telephone and digital service, working closely with internal teams and external partners to ensure residents receive coordinated support, advice and onward referrals, helping to prevent escalation of crisis and reduce repeat reliance on emergency assistance.


	Context

	Finance Exchequer Services at Norfolk County Council supports the management of the authority’s finances, ensuring resources are used effectively and accountably. 

Commissioned by Adult Social Services Department (ASSD), the Client Finance Services leads and advises on Appointeeship and Deputyship, Department of Works and Pensions (DWP) welfare benefits, financial safeguarding and DWP Crisis and Resilience funding improving the financial circumstances of approximately 34,000 clients each year and generating client income of around £13 million, NCC income of £1.3m, managing £27m client funds and disbursing £11m DWP funding.

Through robust financial controls, policy development, and a commitment to excellent customer care, the Client Finance Service ensures that income is maximised for residents and Norfolk County Council. The team regularly reviews services, identifies opportunities for development, and maintains compliance with council policies and legislative changes, supporting the council’s strategic objectives and high standards of service.

NCRS provides crisis payments and financial resilience interventions to around 27,000 Norfolk residents who have experienced a financial shock. Financial resilience support digitally or in outreach settings providing clients’ money management, personal budgeting, benefits and debt advice to support to avoid future crises and improve client's financial resilience.



	Accountabilities 

	Manage a caseload of cases, prioritising risk, vulnerability, and urgency, identifying safeguarding concerns in line with NCC procedures encouraging resident engagement and self-determination.


	Assess Crisis and Resilience Fund applications using policy, eligibility criteria, and delegated authority by completing financial and needs assessments making fair, defensible discretionary decisions and explaining decisions to residents. 


	Support residents to build financial resilience, maximise income, and access relevant benefits, grants, and entitlements by working with internal teams and external partners, ensuring timely referrals and compliant information sharing.  


	Promote budgeting support, debt advice, energy efficiency and other preventative interventions. To support residents to maximise income and access appropriate benefits, grants and entitlements.


	Work collaboratively with internal services including Housing, Benefits, Revenues, Adult and Children’s Services to support residents with underlying causes of financial crisis and reduce repeat applications. 


	Develop and maintain strong working relationships with voluntary, community and statutory partners, representing the service at internal and external meetings as required.


	Maintain accurate, timely, confidential records and ensure all activity complies with Council policies, financial regulations, data protection and equality duties. 


	Monitor spend, outcomes and demand trends to support reporting, assurance, audits, inspections and service reviews. 


	Identify emerging hardship trends and contribute to service development, policy updates and continuous service improvement. 


	Promote safeguarding awareness and compliance, keeping up to date with current guidance and practice to ensure all activities meet statutory and council requirements.





Person specification

	Skills and abilities:
	Essential (ü)
	Desirable (ü)

	Experience of working directly with residents experiencing financial hardship, crisis or vulnerability. 
 
Knowledge of welfare benefits, discretionary support schemes or local authority hardship provision. 
 
Experience of assessing need and making reasoned, evidence-based decisions. 
 
Excellent communication skills, including the ability to explain complex information clearly and empathetically. 
 
Ability to manage a demanding caseload, balancing competing priorities and deadlines. 

Good IT skills and experience of accurate recordkeeping within case management systems. 
 
Understanding of confidentiality, data protection and safeguarding responsibilities. 
 
A commitment to equality, diversity and inclusion respect, professionalism and integrity accountability in the use of public funds .
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	Knowledge/Experience
	Essential (ü)
	Desirable (ü)

	Experience of administering discretionary or crisis funding within a local authority setting. 
  
Demonstrated experience working with vulnerable individuals, including those facing financial hardship or high-pressure situations  
 
Experience of partnership working across statutory and voluntary sectors.  
 
Training or experience in trauma-informed or strengths-based practice. 
 
Awareness of Financial Conduct Authority regulations 
 
Uphold NCC values by promoting equality, diversity and inclusion; demonstrating respect, professionalism and integrity; ensuring accountable use of public funds; and maintaining a resident focused, collaborative approach. 
 
Understanding of DWP benefits 
 
Knowledge of the Mental capacity Act 2014 
 
Knowledge of Norfolk County Council’s charging policy under the Care Act 2014 
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	Qualifications
	Mandatory (ü)
	Indicative (ü)

	Level 2 qualifications (eg 5 GCSE’s Grade 4-9 or equivalent) including Maths and English 
 
Recognised certification in higher education (e.g. A  
Level, HND, NVQ 4 or above Diploma) or equivalent 
	ü


ü

	







	The Council’s values 
· Accountable – We are honest and accountable.
· Inclusive – We champion inclusivity and equity.
· Ambitious - We want a better future for Norfolk.
· Trusted – We build and maintain trust.



	Other Job Information 

	
The role will operate on a hybrid basis, working remotely and with regular attendance at the base office in County Hall.  




	General Information
· The job description details the main outcomes of the job and will be updated if these outcomes change.

· All work performed/duties undertaken must be carried out in accordance with relevant County Council and Departmental policies and procedures, within legislation, and with regards to the needs of our customers and the diverse community we serve. 

· Job holders will be expected to understand what is meant by safeguarding vulnerable groups (children, young people and adults) and how to raise concerns.

· Job holders will be expected to be flexible in their duties and carry out any other duties commensurate with the grade and falling within the general scope of the job, as requested by management.
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