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	JOB DESCRIPTION


	Form

JD1

	JOB TITLE:  Benefits and Contributions Adviser
	POST NUMBER: 1100DID

	REPORTS TO 

	Income Services Manager

	DEPARTMENT:  Income and Transactional Services
	GRADE: 6

	JE REF:
	3519 B00788
	PANEL DATE:
	020615

	1.
	MAIN PURPOSE OF JOB 

The purpose of the Benefits and Contributions Adviser role is to support and provide effective and efficient information and advice to vulnerable customers, their families and carers, when approaching the council for benefits advice and/or to support with funding care costs.

To visit and otherwise contact adult social services customers or their representatives / carers in their own homes or elsewhere to undertake benefits checks,  funding applications and financial assessments that will determine a customers’ financial contribution towards their care costs. Determine eligibility to welfare benefits and assist with the completion of benefit claim forms. Determine a customers’ eligibility for deferred payments and offer deferred payment agreements on behalf of the council.

To support customers’ in their understanding of ‘Charging for Care and Support’, including personal budgets, care accounts and the Care Cap.  

To support income collection and recovery within the Income Services Team. 



	2.
	CORE RESPONSIBILITIES, TASKS & DUTIES:



	
	
	To provide customers with statutory information and advice regarding funding applications and financial assessments, paying for care and support, personal account management and reconciliation. 

	
	
	To provide information and advice as appropriate regarding planning for future care and support costs, arrangement of lasting power of attorney’s, and signposting to independent bodies to assist in financial planning for care costs. 

	
	
	To inform customers of current capital limits, fees and charges relevant to the care and support the customer will be paying towards Provide details to the customer of who they will pay their contribution to and where this is the council, how payment can be made. 

	
	
	To assist customers in the completion of the funding application form to determine eligibility for local authority support towards care and support costs. Verify evidence provided to support a funding application.

	
	
	To ensure the customer has an accurate financial assessment of their maximum contribution in accordance with the Charging Framework detailed in the Care Act 2014 – Care and Support Statutory Guidance, and that the customer is advised of the outcome as soon as possible where this cannot be provided at the time of the assessment.  

	
	
	To support the development and use of electronic mobile systems to collect and capture information, generate financial assessments and correspondence to customer, and record details of discretionary decisions and information provided. 

	
	
	To comprehensively record details of benefits advice, funding application and financial assessment, together with the information and advice provided to the customer, maintaining confidentiality at all times. 

	
	
	To determine eligibility for Deferred Payments where customers are entering permanent residential care. To offer a financial illustration of equity sustainability, discuss deferred payment agreements with the customer, and provide statutory information and advice about the Universal and CYC deferred payment agreement schemes.

	
	
	To refer eligible deferred payment agreement customers to the customer accounts team to monitor acceptance and ongoing management of deferred payment agreements. 

	
	
	To remain conversant with The Care Act 2014 in particular sections regarding assessment and eligibility, charging and financial assessment, deferred payments, direct payments, personal budgets, prisoners, safeguarding, ordinary residence and cross-border placements, depreciation of assets, recovery of debt and choice of accommodation and additional payments. 

	
	
	To understand the features of personal budgets, independent personal budgets, care accounts and the cap on care costs, and be able to explain these differences to customers in a clear and comprehensive manner.

	
	
	To ensure that any concerns identified through visiting the customer or examining their financial situation are explored and reported to the Adult Safeguarding Board where appropriate. 

	
	
	To provide a high quality and comprehensive welfare benefits advice service to ensure maximisation of income via the benefits system and any other relevant sources, e.g. council tax support

	
	
	To assist customers in the completion of benefit claim forms, and advise customer of pass ported or other applicable benefits should the claim be successful. 

	
	
	To liaise effectively with Department of Health, Department for Work & Pensions, Council Tax and Housing Benefit Teams.

	
	
	To maintain knowledge of the Council’s computer systems as required and ensure information on the Councils social care system is accurate, being aware of any system developments.

	
	
	To assist and negotiate on behalf of customers if they wish to appeal against welfare benefit decisions where no conflict of interest exists for the council, including assisting with or writing appeals.

	
	
	To verify evidence in relation to benefits claims, and renewals.

	
	
	To promote benefits entitlement, and support voluntary sector organisations. Plan, organise and promote proactive exercises, presentations etc, to encourage welfare benefits take-up.

	
	
	To promote continuous improvement in the delivery of excellent services.

	
	
	Support customers in budget planning for Universal Credit. 

	
	
	To be involved in project work as and when required.

	
	
	To ensure that information about service users is only shared in accordance with agreed protocols and data sharing arrangements, and to ensure that where a customer lacks capacity to make a funding application, provide information for a financial assessment 

	
	
	To maintain a professional knowledge of welfare benefits, and attend training as appropriate as legislation changes. 

	
	
	Recognise where a customer may lack capacity to engage in completing a funding application, financial assessment or benefits claim, and refer to care management to review advocacy services and possibility of CYC Court Of Protection service being appropriate.

	
	
	Professional, timely and accurate response to queries and complaints ensuring customer understanding and satisfaction. 

	
	
	Advice customers of the complaints procedure if asked to do so. 

	
	
	Identify potential risks ahead of visits, checking staff warning register and any information provided by care management or through referral process. 

	
	
	Ensure correspondence is in an accessible format and meets the needs of the customer.

	3.
	SUPERVISION / MANAGEMENT OF PEOPLE

No. reporting - Direct:      0                        Indirect:  0



	4.
	CREATIVITY & INNOVATION

The work is largely regulated by laid down procedures, but needs creative skills and the use of own initiative to deal with problems.  

The post holder will be dealing with vulnerable and sometimes difficult or challenging customers – either in person, by e-mail or via the telephone – which means that they are presented with problems which are unique and complex for which there are no generic or textbook responses.  They must use their experience and imagination to find appropriate, timely solutions to the problems that arise within the service.


	5.
	CONTACTS & RELATIONSHIPS

Internal  
Contact with staff across adult social care, particularly care managers and group managers and colleagues within Corporate Services. Effective communication with care management to resolve problems before they escalate. Effective and timely alter to adult safeguarding board where safeguarding concerns are identified. Regular contact with staff across Income Services team when dealing with payment issues, property cases, and court of protection. Liaison with legal services when dealing with Deferred Payment Agreements.  This contact will include providing information, seeking advice and resolving customer queries.  Regular contact with colleagues in customer services and corporate income team regarding benefit claims and resolving customer queries. Liaise with Veritau where fraudulent claims for care funding are suspected. 
External   

Contact with health professionals in hospitals, rehabilitation centres and registered care settings. Contact with professionals that manage customer finances under Court of Protection or Lasting Power of Attorney. Contact with voluntary agencies, specialist providers charities where appropriate. Contact with solicitors, accountants or advocates that support customers manage their financial affairs.


	 6.


	DECISIONS – discretion & consequences

· Prioritises own workload. Effectively plans visits to make efficient use of travel time and the geographical location of visits. Visit to be fully planned and prepared in advance, and the customer notified of the information required, to ensure each visit is an effective use of time.  
· Uses judgement and discretion in the giving of advice to vulnerable customers, but ensures information and advice is provided in full where customers have appointees or legal representatives
· Decisions regarding the funding application, financial assessment, and types of information and advice which the jobholder provides can have a direct impact on the customer’s wellbeing

· Inappropriate or inaccurate assessment or information and advice could lead to claims and consequential financial and reputation risk for the council

· The decisions made by the jobholder can, both positively and negatively, affect budgets, public perception and the image of the council 


	7.
	RESOURCES – financial & equipment

(Not budget, and not including desktop equipment.)


Description:  I pad, mobile phone, lone worker security device                                           
Value: Approx £1200



	8.
	WORK ENVIRONMENT – work demands, physical demands, working conditions & work context

Work demands

· Statutory and internal fixed deadlines and timescales.

Physical demands

· Working remotely in customers/representatives homes, care homes, hospital and rehabilitation centres. Work will involve using an Ipad (or similar device), and providing factsheets and application forms to customers that will need returning to the council. A substantial amount of time will be spent out of the office.

Working conditions

· On visits post holder must work in line with the CYC Lone Working Policy.  They can be exposed to various conditions including; dust, dirt, smoky atmosphere, dealing with extremes in temperatures in people’s homes, and their animals.  

Work context

· Due to nature of the work post holder may occasionally be exposed to verbal and / or physical aggression either on the telephone, by e-mail or when visiting customers.  
· Deal with customers who are mentally frail with tact, understanding and professionalism.
· Have an awareness of the customer’s medical condition prior to visiting.


	9.


	KNOWLEDGE & SKILLS

Skills

· Excellent communication skills – both verbal and written.  

· Especially good at listening to customers and dealing with sensitive issues with tact and understanding.

· A high level of administrative and numeracy skills. 

· Have a working knowledge of computer systems and experience in the use of Microsoft office packages (e.g. Word & Excel).

· Devise and implement new working practises and procedures as appropriate, to a high quality.

· Ability to interpret and explain complex legislation, guidance and policies to customers

Knowledge

· The post holder should have comprehensive knowledge of The Care Act 2014 and all sections relating to care and support funding, financial assessment and debt recovery.
· The post holder should have comprehensive knowledge of welfare benefit legislation and welfare benefit regulations applicable to adult social care means tests, and be able to continually update this knowledge.

· Knowledge relating to financial products, land registry titles and trusts. 
Personal

· Display good interpersonal skills in order to consistently deliver high quality customer service.

· Demonstrate a professional attitude at all times

· Able to work with a range of people, particularly elderly or vulnerable customers.

· Work co-operatively with others to achieve common goals and objectives and solve problems.

· Be able to work on their own initiative without supervision, setting and meeting their own work targets, personal and team objectives.
· Adapt to a new and evolving work environment.

Ability to converse and provide advice and guidance to members of the public, in spoken English, to Common European Framework of Reference for Languages (CEFR) - level C2 - Mastery or proficiency - Can express him/herself spontaneously at length with a natural conversational flow, avoiding or backtracking around any difficulty so smoothly that the person with whom they are conversing is hardly aware of it. Can understand with ease virtually everything heard or read.


	10
	Position of Job in Organisation Structure
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Job reports to: Income Services Manager





THIS JOB





Job reports to: Assistant Income Services Manager	





Income Officers





Jobs reporting up to this one: None
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