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	JOB DESCRIPTION


	Form

JD1

	JOB TITLE:  Senior Client Affairs Team Officer
	POST NUMBER:  

	REPORTS TO (Job Title):  Client Affaires Team Leader

	

	DEPARTMENT:   Income and Transactional Services

	GRADE: 7

	JE REF:
	4317

	PANEL DATE:
	10/01/2020


	1.
	MAIN PURPOSE OF JOB 

To undertake the day to day management of customers’ finances where the local authority has deputyship under Court of Protection for Property and Affairs’, and/or DWP appointeeship.

To act in the best interests of the customers, using their money to enhance their life.

To understand tax legislation and tax reporting on a customers’ behalf.

To manage customers’ property, ensuring properties are insured and maintained and, where appropriate, used to bring additional income to the customer. To manage the sale of property if required

To manage customer investment portfolios, identifying investment opportunities to maximise income for the customer

To manage customer debt, entering into repayment proposals with creditors or seeking IVA if appropriate

To progress recovery of funds for the customer,  where financial misappropriation has been evident prior to the local authority being appointed deputy by the Court of Protection
To collect income due to the Court and Council

	2.
	CORE RESPONSIBILITIES, TASKS & DUTIES:



	
	1
	To treat applications for support with the utmost urgency, liaising with care management and/ or DWP visiting officers (where appropriate). 

	
	2
	To proactively manage return of documentation from care management to progress court applications. 

	
	3
	To identify any family or interested parties prior to application being made, ensuring families are fully informed and aware of application, and local authority charges, prior to submission to court.

	
	4
	To actively engage with the care manager and the customer in identifying the customers assets and liabilities as soon as possible

	
	5
	To ensure the customer is in receipt of all benefits and to maximise the customers’ income if appropriate.

	
	6
	To ensure that the customer has access to their money as soon as it becomes available to the council, ensuring bank accounts are consolidated into a designated client account administered by the council.

	
	7
	To advise utility companies, insurance companies, DWP/HMRC, finance companies etc. of Court Order and address for correspondence once the order is received.

	
	8
	To ensure that where a customer lives in the community, that their property is insured and well maintained. Arrange repairs through the councils or customers preferred trades’ people in a timely manner.

	
	9
	To ensure that empty properties are insured, maintained, and frequently inspected. Arrange repairs through the councils or customers preferred trades people in a timely manner

	
	10
	To ensure that properties rented out for the benefit of the customer are obtaining income at the market rate, are well maintained and insured appropriately. Ensure that appliances are checked and appropriate landlord’s certificates are issued. Arrange repairs through the councils or customers preferred trades people in a timely manner 

	
	11
	Administer finances in order that any debts are repaid as soon as possible. Ensure priority debts are identified and arrangements for repayment agreed with creditors as soon as possible. Where debts are excessive, and beyond the customers means, seek to enter into creditors arrangements, or consider IVA if appropriate. 

	
	12
	Ensure tax returns are completed for customers in receipt of additional income gained through investments, property rentals or pensions. 

	
	13
	Periodically review investment portfolios. Consider whether underperforming investments should be re-invested, or withdrawn. Where customers have increasing capital, consider appropriate investment opportunities.

	
	14
	Manage payments to utility companies; insurances are care providers as they become due.

	
	15
	Administer customers’ day to day monies through provision of CashPlus account debit card. Ensure card remains topped up to customers’ determined spend level. Where the card is administered by a 3rd party care provider, ensure appropriate money management agreements are in place before issuing a card. 

	
	16
	Reconcile client account transactions monthly (or more frequently for customers with high volumes of transactions), enabling yearly reporting to court to be as least time consuming as possible.

	
	17
	Liaise with professionals in relation to legal and financial matters, such as property sales, tax planning and accounting.

	
	18
	Consider, where appropriate, investing in funeral plans where the customer does not have one, but has the capital available to purchase one.

	
	19
	Maintain original cherished documents, such as Court Orders, Wills etc. in a secure location. Ensure passports, driving licences etc are returned to the issuing authorities when no longer required.

	
	20
	Be responsible for the day to day administration of Clients Monies Account. Liaise with the Bank where appropriate, ensuring transactions are posted on receipt/transmittal, and cheques are banked as soon as possible.

	
	21
	Ensure returns to court are submitted within timescales.

	
	22
	In the event of a customers’ death, notify the executors of the estate, if applicable, and ensure funeral costs are paid from the estate with executors consent. Prepare all accounts and documentation to be handed to executors/solicitors acting, releasing estate proceeds on production of Grant of Probate or Letters of Administration.

	
	23
	In the event of a customers’ death where there is no will, or known next of kin, contact the Treasury Solicitor and follow their instructions

	
	24
	Maintain client database to ensure relevant personal and financial information is helped to ensure the customer can live free from financial worry. 

	
	25
	In cases where the customer has suffered financial abuse prior to the council becoming involved, seek to reclaim misappropriated funds through civil recovery action.

	
	26
	In the event of a customer moving into permanent care, arrange for properties to be emptied, and the customers’ personal effects to be sold, or placed in storage. Ensure valuable items are removed to safekeeping upon the property being vacated, and that a full inventory of items is maintained. 

	
	27
	Attend court as and when directed to do so. Where necessary, obtain appropriate legal advice from solicitors in regards the context of the case.  

	
	28
	Be available to attend customer care reviews, and reviews arranged at the discretion of the court.

	
	29
	Attend APAD (Association of Public Authority Deputies) regional network meetings, identify and share best practice.  

	
	30
	Attend safeguarding meetings when required

	3.
	SUPERVISION / MANAGEMENT OF PEOPLE

No. reporting - Direct:      0                       Indirect:  0



	4.
	CREATIVITY & INNOVATION

The powers of a deputy are heavily regulated and legislated. The actions (day to day management)  is largely regulated through  legislation applicable to insurance, personal finance and tax liabilities. The post holder needs creative skills and the use of own initiative to deal with problems or potential conflicts that arise.
The post holder will be dealing with vulnerable customers (some of whom may be difficult or challenging), their carers and sometimes family members – either in person 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. Given the diverse nature of the role, the post holder will not have all the answers, but must know who contact to get them. 

All cases are unique and therefore it is not possible to lay down procedures for dealing with these cases


	5.
	CONTACTS & RELATIONSHIPS

· Internal: Frequent contact with staff across the council. Effective communication with colleagues is key to resolving problems and providing the highest levels of services for customers.  
· External: Contact with care providers and support workers, any retail or wholesale business that provides services to customers, trades people, financial services providers, Court of Protection, DWP, Pension Service. 


	 6.


	DECISIONS – discretion & consequences

· Manage cases assigned by Income Services Manager

· Prioritises own workload. 
· The service which the jobholder provides can have a direct impact on the customer’s wellbeing

· Inappropriate support and advice, or failure to act 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 public perception and the image of the council 
· Source all available outcomes, ensuring the service/product delivered to the customer meets their needs and delivers the best possible value for money


	7.
	RESOURCES – financial & equipment

(Not budget, and not including desktop equipment.)


Description
Value

Mobile Phone
Laptop



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

Work demands

· Work is subject to some change and occasionally conflicting priorities and deadlines.

· Work subject to interruption and diversion as a result of changing demands from council officers and customer queries. 

· Work subject to differing complexities and priorities, all of which need to be identified and actioned appropriately
Physical demands

· Normal office environment
· Visits to vulnerable customers 
Working conditions

· Normal office environment 
Work context

· Normal office environment 
· Home Working

	9.


	KNOWLEDGE & SKILLS

Skills

· Excellent communication skills – both verbal and written.  

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

· A high level of administrative and numeracy skills and display particular attention to detail. 

· Have a working knowledge of computer systems and experience in the use of Microsoft office packages (eg 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 applicable to individual cases
· Be able to work under pressure, deal with a high volume of work competently and accurately, and meet deadlines where they exist
Knowledge

· Have a comprehensive knowledge of court procedures and be able to continually update this knowledge.

· Have a comprehensive background and knowledge of financial products, such as Investment Bonds, Stocks and Shares, Pensions and Annuities.

· Understand relevant personal tax liabilities and reporting obligations

· Demonstrate knowledge of welfare benefits to identify where a customer may have entitlement, and be able to progress claims.
· Identify potential conflicts of interest between acting in the customers’ and councils best interests, and how issues can be overcome 

· Understand the principles of good customer service, and how this applies to your role

· Undertake training and accreditation in this role as appropriate, but as a minimum, attend Level 2 Safeguarding, Introduction to Benefits, and APAD Accreditation 

Personal

· Display good interpersonal skills in order to carry out a high quality customer service.

· Display the highest levels of integrity when managing the finances of others, always working in their best interests.

· Able to work with a range of people, particularly elderly or vulnerable customers, their relatives, care providers and care management
· 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.

· Ability to work in a team, liaise and consult with a range of professional colleagues and community stakeholders
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 C1 - Effective operational proficiency or advanced - Can express him/herself fluently and spontaneously, almost effortlessly. Only a conceptually difficult subject can hinder a natural, smooth flow of language.

This post requires the post holder to undertake an enhanced – adult workforce (with barred list check) criminal record check via the Disclosure and Barring Service.

	10.
	Position of Job in Organisation Structure
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