PAGE  
6

Hanover (Scotland) Housing Association Ltd

	JOB DESCRIPTION

	Position:
	Welfare Rights Officer
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	Department
	Customer Services
	

	Reports to
	Performance Manager 
	

	Grade:
	F
	

	Date:
	January 2019
	


1. Purpose of Job
1.1. The Welfare Rights Officer will provide a comprehensive welfare rights service to our residents (tenants and owners) and applicants for housing to ensure that a maximum uptake of benefits is achieved
1.2. To ensure that all front line staff are able to offer basic benefits advice to customers
1.3. To provide income maximisation to assist in the prevention and/or reduction of rent arrears and the reduction of debt and fuel poverty 
1.4. To work in partnership with Local Authorities and the Department for Work & Pensions (DWP) to ensure the best outcomes for customers
1.5. To develop contacts with other Welfare Benefits services across Scotland able to supplement the provision of Welfare Benefits advice to Hanover residents (eg where local or specialist advice is required)
1.6. To influence and advise the Board, Chief Officers and other Senior Staff on changes to Welfare Benefits.  
1.7. To advise all Departments on the impact to the business of aspects of both Scottish and National Government policy on Welfare Benefit
1.8. To prepare and present reports to Board and Chief Officers on changes to Welfare Benefit legislation and its effect on the income of the Association.
1.9. To apply for relevant funding when available, both Government and Charitable to enable the Association to deliver a support service to its customers on benefit and debt advice
1.10. To work in partnership with Energy companies to find innovative ways of helping to combat fuel poverty for the Associations residents. 
2. Main duties and responsibilities
2.1. To provide information and advice on all aspects of Welfare Rights, Housing Benefits and Universal Credit specifically in order to maximise the income of tenants and owners
2.2. To undertake casework on an individual / group basis as appropriate
2.3. To provide a ‘one to one’ service for complex benefit issues

2.4. To work closely with Local Authorities, DWP, other welfare rights providers, other relevant support organisations, agencies and service providers, tenants groups and individuals services in order to maximise income and benefits and minimise arrears  
2.5. To undertake investigations of specific benefit cases with appropriate agencies or individuals including DWP, Local Authority and social work
2.6. To mediate and negotiate with other agencies in regards to individual cases on review and appeal issues
2.7. To act as an advocate on behalf of individual tenants with statutory / voluntary agencies
2.8. To ensure the take up of benefits, grants, and other sources of funds which could improve the ability of residents’ to live independently within the Community
2.9. To have a detailed knowledge of Welfare Reform and the potential implications for our residents
2.10. To keep up to date on Welfare Reform changes and be responsible for production of information via web site, social media, newsletters etc
To represent the Association at conferences and networking meeting.
2.11. To train and inform staff members of relevant changes in the welfare benefits system and its likely impact on our tenants and residents
2.12. To provide in-house training of other staff as appropriate and provide briefing reports on the effects of any new proposed legislation 
2.13. To produce easy to read and understand factsheets/self-help leaflets for residents and staff on all aspects of benefits and debt
2.14. To monitor the effectiveness of the service on a regular basis: to provide monitoring and management information / reports on benefit uptake and welfare issues in general
2.15. To signpost residents and staff to appropriate debt advice services when required
2.16. To prepare and present reports to the Board and Chief Officer Team to ensure that the Associations governance structure is kept informed of relevant changes to legislation and the implications of those changes on both customers and the Associations business plan
2.17. To ensure that all changes of Government(s) policy on welfare benefits are communicated to Senior Management with a full breakdown of the effect to the association both economically and socially.
2.18. Report quarterly on savings made both to the customer and the association of work undertaken.  Also to provide Social Return on Investment reports annually to the Board and Chief Officers
3. Performance Management
3.1. To work within a performance culture, which is underpinned by a strong, personal performance motive and belief in continuous improvement.
3.2. To operate within the Performance Strategic Business Unit (SBU).
3.3. To deliver key business objectives and meet Key Performance Indicators (KPIs) through a personal performance plan. 
3.4. To analyse work and produce action plans where performance improvement is required
4. Confidentiality
4.1. As the post holder will be required to work closely with customers in relation to their financial situation and will necessarily have access to sensitive information  high levels of confidentiality and adherence to data protection requirements must be maintained at all times.
5. Working Relationships
5.1. The list below provides an outline of relationships:
Internal 
· Performance Management Staff
· Customers Services staff
· Strategic Finance Staff
· Director of Customer Services
· Chief Officers
· The Board
Customers
· Applicants
· Tenants
· Tenants Groups
· Owners
· Owners Groups
External
· Local Authorities, 
· DWP 
· Welfare rights providers 
· SFHA/CIH
· Other relevant support organisations and/or agencies and service providers
6. Job Context and other Relevant Information
The Post Holder:
6.1. must discharge their relevant duties and responsibilities under the Health & Safety Work etc. Act 1974, the Management of Health and Safety at Work Regulations 1999 (as amended) and all relevant Codes of Safe Working Practice and policies.  The Health and Safety at Work Act stipulates that it is the responsibility of every employee to observe all rules governing health and safety and such safety equipment as provided must be used.
6.2. must have due regard to the Association’s current management arrangements for Data Quality.  All employees have a responsibility to ensure that the data they collect, manage and report, including data from third parties is accurate, valid, reliable, relevant, complete and produced in a timely fashion to aid sound decision making and that appropriate procedures, systems and processes are in place to provide quality data.
6.3. must work in accordance with the Association’s policies, procedures, information, instructions, and/ or training received.
6.4. This profile is indicative of the nature and level of responsibility associated with the post.  It is not exhaustive and the post holder may be required to undertake such other duties as may be required to meet the needs and responsibility of the service and the Association.
Signed ………………………………………….
Line Manager 

Signed …………………………………………..  Post Holder
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Job Title:
Welfare Rights Officer
As part of the Disability Symbol accreditation, the Association has made the commitment to interview all applicants with a disability who meet minimum essential criteria for the post.

	Criteria
	Essential/Desirable

	1. Skills/Abilities/Knowledge
This section specifies the skills, abilities and knowledge the postholder must have to perform satisfactorily.


	

	A working knowledge of the housing sector.
	Desirable

	A working knowledge of best practice within Benefit Advice Services
	Essential

	Debt Management Accreditation or willingness to work towards
	Essential

	Experience of working in partnership. 
	Essential

	Ability to producing monitoring reports 
	Essential

	Ability to promote, apply and maintain efficient, effective and viable administration which maximizes the application of information technology.
	Essential

	Able to demonstrate good customer services skills in service provision.
	Essential

	Clear communicator in person and in writing /other forms of communication taking into account good inter-department and inter-agency working.
	Essential

	Able to identify issues and work to achieve prompt, viable  and mutually satisfactory outcomes wherever practicable.
	Essential

	Experience of delivering SROI reports
	Desirable

	Able to identify and promote implementation of measurable improvements in processes and practice.
	Essential

	Budgeting and finance monitoring skills commensurate with the role.
	Essential

	Computer skills, including experience using Microsoft Windows, word-processing & e-mail.
	Essential

	Experience of preparing and presenting reports to governing bodies and Senior Management Teams
	Essential

	Skilled in training staff groups around welfare benefits
	Essential

	Knowledge of managing benefit advice and/or money advice service
	Desirable


	2. Experience

This section specifies the level and quality of experience required.
	

	Minimum of two years’ experience working within welfare benefit services 
	Essential

	Ability to work outside normal working hours
	Desirable


	3. Education/Qualifications
Degrees or diplomas obtained abroad are acceptable if they are of equivalent standard to UK qualifications.


	

	Educated to degree level or equivalent or relevant experience
	Essential

	Possession of a current, full, preferably clean driving licence 
	Essential


	4. Other

This section specifies other factors which are necessary.


	

	Requires to be a member of the PVG Scheme in respect of adults
	Essential

	A commitment to quality of service. 
	Essential

	An understanding of the need to work with integrity and confidentiality
	Essential

	Ability to manage conflicting demands, meet deadlines and work as part of a team and independently when required 
	Essential

	Willingness to travel and able to occasionally stay away from home overnight 
	Essential


	5. Equal Opportunities

This Association is working actively to promote equality of opportunity both in its employment practices and in the delivery of its services.  It is essential that the postholder is willing to work in accordance with existing policies and codes of practice
	Essential


