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	Job Title:
	Revenues & Benefits Advisor

	
	Service Area:
	DPMCS

	
	Team:
	Customer Services

	
	Salary:
	Band 3



Job Description


Main Purpose of Job:
You will be a part of a highly skilled and committed team of professionals delivering Customer Services for the Council, offering a first-class customer experience and maximising value for money with every contact.

You will be responsible for maintaining excellent customer satisfaction ratings and resolving customer enquiries via multiple channels including: telephone, email, web-chat, social media, text message and face-to-face. 
You will work in  the customer services team advising on revenues and benefits.
Our Values

You will be expected to work in line with our values which are:

	Proud - Believing in who we are, what we do and where we live

	Dynamic - Transforming the future with you in mind

	Truthful - Honest and clear in all we do

	Good Value - Delivering outstanding services, smartly & economically

	United - Whoever we work with, we work as one team




```
1. To be familiar with Council Tax regulations, Local Council Tax Reduction schemes and current processes and procedures. 

2. To assist with enquiries of all discounts, exemptions and reductions. 

3. To promote online services and support customers by offering assistance with online forms. 

4. To advise customers on the Discretionary Housing Payments / Council Tax Support Exceptional Hardship Schemes and collecting relevant information.

5. To work on a rotational basis covering telephone calls and face to face support at all locations ESC operates from.
6. Represent and champion Customer Services throughout the Council and promote the Customer Services principles to other teams and departments.  

7. Setting up different payment methods as required ensuring compliance with Direct Debit rules as necessary. 

8. To deal with customer correspondence and enquiries in person or by telephone, providing an excellent, polite and courteous public service at all times. 
9. Advise on overpayments, how they have been calculated and recovery action. Explain appeal rights for above
10. Calculating entitlement (manually if required) to Housing Benefit and Council Tax Support identifying potential entitlement to other State Benefits.
11. To identify and refer cases where Council Tax discounts, disregards, exemptions, and reductions may have been fraudulently claimed. 
12. Provide support to new starters after initial training period has been completed
13. Liaison with internal and external bodies. 

14. Be aware of Safeguarding needs on all contact channels and proactively submit safeguarding referrals or direct to support networks where applicable.

15. The recording of customer feedback including compliments, comments and complaints.
16. Apply appropriate and effective communication techniques when dealing with customers including diffusing conflict and managing sensitive situations.
17. To promote and adhere to the workplace values of our organisation.


Line Manager: Customer Services Team Leader
Responsible for : NA


Political Restriction: 
This post is not politically restricted.



Note:
This is a description of the job as it is constituted at August 2025 but, as the organisation develops, it may be necessary to vary the duties and responsibilities from time to time.  It is the practice of the Council to periodically review Job Descriptions to ensure that they relate to the job as being performed or to incorporate whatever changes may be necessary.  It is the Council’s aim to reach agreement to such reasonable changes with the postholder but if agreement is not possible the Council reserves the right to insist on changes to the Job Description after consultation with the postholder.
Person Specification

	
	Essential
	Desirable

	Knowledge and Experience
	Band 2 requirements:
· Experience using and applying IT systems and office software.

Band 3 requirements:
As above, plus

· 18 months demonstrable work experience within a comparable Customer Services Team.
· Understanding of services delivered by the Council. 

· Experience of taking payment over the phone.
	· Experience of taking payment over the phone.

· Knowledge of Council Tax & Housing Benefit legislation.

· Knowledge of GDPR.

· Knowledge of Housing and Homelessness legislation.

	Skills and Abilities:

	· Excellent communication skills.
· Quick and accurate keyboard skills.
· Numeracy Skills.
· Ability to work under pressure and with a high volume of calls.
· Ability to remain calm when dealing with emotional, difficult or distressed people.
· Awareness of personal responsibilities in dealing with sensitive and confidential issues, with the ability to demonstrate neutrality and remain professional at all times.
· Ability to work on own initiative and from varied locations.
	

	Education and Training
	Band 2 Requirements:

· 4 GCSE’s at Grade C or above in English and Maths or equivalent


Band 3 Requirements:

As Above plus

· 18 months relevant experience and training within a customer services environment  
	· NVQ Level 3 Customer Services qualification or equivalent.

	Other Requirements
	· A commitment to own development and to supporting training and development initiatives.
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