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Job description and person specification

Welfare Rights Assistant


	Department 
	Finance & Commercial Services

	Service 
	Client Finance Services

	Grade
	F

	Reports to
	Welfare Rights Manager  

	Responsible for 
	

	Job reference
	GR1363



	Job Purpose – 


	Support in processing Welfare Rights Team referrals and ensure that referrals are received and processed with a clear and transparent manner using Norfolk County Council guidelines. 

Process calls and referrals obtaining confirmation of the service users’ circumstances, eligibility criteria, and other information.

Support Welfare Rights Officers in managing case work. 

Provide one off information and advice support to vulnerable clients to ensure benefits are maximised.   


	Context – 


	[bookmark: _Hlk2702206]The Welfare Rights Team supports the Vision for Norfolk in 2021: Caring for our County, the “Living Well” approach and will be aligned to the NCC Values. 

The Welfare Rights Team is part of the Client Finance Services and provides support and advice when requested.  

This service provides additional support to ensure the financial wellbeing of vulnerable Norfolk people.

The post holder will work across the finance teams and be a point of contact and referral for the operational teams where Welfare Rights support is required.




	Accountabilities - 

	Receive and process referrals, engage with applicant to ensure all information is accurate and all appropriate supplementary information has been documented.  


	Respond and resolve a range of queries from clients escalating to Welfare Rights Officers/Manager where appropriate.


	Deal with telephone queries in a sensitive and confidential manner, escalating to Welfare Rights Officers/Manager where appropriate.


	Make enquiries where appropriate to confirm information to establish whether the applicant is known to NCC to assist with a comprehensive understanding of the appropriate information required when taking calls.


	To undertake some casework in the fields of benefits advice and to design holistic solutions to meet the needs of vulnerable service users and their families.  


	Contact clients to assist with form completion and referral to other agencies when necessary. 


	Recommend innovation and improvements for the processing of referrals to the Welfare Rights Managers/Officers in line with NCC and Finance and Commercial services Priorities.


	Accurately maintain service user records, contact sheets and computer records. 


	Maintain and update Welfare Rights database with referral details and access partner referral systems to support the intervention with the client.


	To be responsible for reviewing financial assessments. 


	Any other reasonable request by the Welfare Rights Officer/Manager for support as commensurate with the grade.





	Person Specification


	Qualifications:

	Essential
	Desirable

	A minimum of 5 GCSE’s (Grade A-C) or equivalent and must include Maths and English 

	A willingness to undertake relevant training


	Knowledge/Experience:

	Essential 
	Desirable 

	Knowledge and practical experience of computerised financial systems.

An understanding and knowledge of welfare benefits

Problem solving skills, report writing skills, excellent numeracy and literacy skills.

Experience of dealing with vulnerable service users and the ability to demonstrate sensitive interviewing and listening skills. 

Excellent communication and interpersonal skills. 

	A knowledge of the responsibilities of Social Workers and other health care professionals


	Skills:

	Essential
	Desirable

	Ability to work to deadlines and under pressure.

An effective team player who can develop effective relationships with the team.

Ability to embrace new technology and challenge existing ways of working.

Ability to work under pressure whilst meeting tight deadlines.

Experience of delivering a service to members of the public.

	




	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 need an Enhanced DBS check.




	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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