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Job description and Person Specification

DPSS Customer Services Assistant


	Department 
	Finance and Commercial Services

	Service 
	Finance Exchequer Services 

	Grade
	E

	Reports to
	DPSS Customer Services Manager

	Responsible for 
	

	Job reference
	9894



	Job Purpose – 


	To advise Direct Payments Service Users in their understanding of the requirements and responsibilities of receiving a Direct Payment.

To offer a managed account service (Making payments) to Service Users who are unable to self-manage their direct payment accounts.

To ensure people receiving care and support services via a direct payment make their contribution in line with NCC’s charging policies under the Care Act 2014.

To support service users to ensure that monies are being spent in accordance with the Adult Social Care Plan and in line with the Direct Payments Terms and Conditions.  


	Context – 


	Norfolk County Council offers Direct Payments to people to arrange their own social care. The aim of Direct Payments is to give people more independence. 

The DPSS Customer Services Team provides ongoing support and guidance on direct payment related responsibilities through a managed account service.

Direct Payments via Pre-Payment Card Accounts give Service Users the benefit of greater flexibility and the reality of having choice and control over how, when and where they commission their care support in line with the Care Act 2014.

NCC charges for both residential and non-residential care.  There are charging policies in place in line with the Care Act 2014.

Whilst Direct Payments contribute to improved quality of both services and outcomes for Direct Payment Service Users, they can also increase the risk of fraud, corruption or other misuse of funds.  Therefore the team is structured to ensure discrepancies are picked up in a timely manner.




	Accountabilities - 

	Manage pre-paid accounts on behalf of Service Users, receive and make payments for care/services on behalf of the Service User ensuring there are sufficient funds to meet ongoing care costs.


	Provide a robust customer service helpline for Direct Payment Service Users, dealing promptly and effectively with queries relating to direct payments, providing help and advice to customers depending on their ability and understanding. 


	Whilst processing Service User requests for payments to be made on the their behalf, support Service User to ensure that the request meets the identified needs recorded in the Care and Support Plan


	Advise and support Service Users to set-up their personal contribution payments to minimise risk of loss of income to Norfolk County Council


	Discuss any areas of concern i.e. misappropriation of funds with the Service User and Senior DPSS CST Assistant, escalating to the responsible Social Care Team / Direct Payments Team Leader as necessary. 


	Alert the responsible Social Care Team / Direct Payment Administration Team where direct payment funds being paid into the Direct Payment account are in excess of Service User requirements to prompt care/financial review.


	Actively participate in the Authorities Anti-Fraud and Corruption Strategy by identifying all potential fraudulent activity (i.e. financial abuse, fraudulent claims) and taking appropriate steps to alert the Client Services Manager. 


	Liaise on a regular basis with internal and external customers in respect of Direct Payments: Service Users; Adult Social Care staff; relevant support organisations.

	




	Person Specification


	Qualifications:

	Essential
	Desirable

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

	

	Knowledge/Experience:

	Essential 
	Desirable 

	Two years’ experience in an administrative/financial role and experience of delivering a service to members of the public.
	Basic understanding of Direct Payments legislation and how the scheme operates in Norfolk.


	Skills:

	Essential
	Desirable

	Knowledge and practical experience of computerised financial systems. 

Ability to identify, investigate and solve problems. 

Excellent numeracy and literacy skills. 	

Excellent communication and interpersonal skills.

Excellent attention to detail.

An effective team player who is able to use their own initiative. ￼


	





	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.




	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.






Last reviewed on: 14 June 2024
		Approved By: Director for People
		Version number: 160


Page 2 of 2
image1.tif




image2.png




image3.png




image4.png




image5.png
Norfolk County Council




