
	JOB ROLE PROFILE AND PERSON SPECIFICATION


Generic Job Category: 
 
Post Title and Number: Assessment Assistant – Financial Assessment
Present Grade:  Scale 5 
Dept: Resources                                                                                       
Service/Section/Team: Financial Assessment / Crisis Support and Resilience Team
Reports to (title): Team Manager
	Purpose of the Role:


Collection/assessment assistants provide high level quality, professional and comprehensive collection/assessment services across the Assessment Hub, are adaptable and are able to follow standard operating procedures with limited supervision. 
Deliver an effective, efficient and customer focused service in line with Corporate Policies and within national and local legislative requirements. 
Collection/financial assessment assistants should actively support continuous improvement and the implementation of automation and efficient ways of working.
This position will also require the holder to keep up to date with developments and practices in the service. 
	Dimensions including Structure Chart:


Some supervisory responsibility would be expected to assist with the induction of staff, on the job training of colleagues and students, and the allocation and checking of work. 

Expectation that a general knowledge of the area would be quickly developed by collection/assessment assistants.
	Key Accountabilities:


1. Responsible for delivering, to a high standard, the collection/assessment support service menus, working across the Assessment Hub as a pooled resource to ensure effective operation of the services.  Including but not limited to the assessment and determination of straightforward income related benefits and other reductions, collection service matters, data entry, customer contact, and understanding service specific collection/assessment tasks.  

2. Understand and be responsive to the needs of customers, offering straightforward technical assessment and collection advice and guidance both written and verbal, and present a positive and professional image to the customer at all times, ensuring a high standard of customer service. 
3. Proactively develop skills, understanding and abilities in delivering support services in order to carry out standardised processes in a consistent and efficient manner
4. Deal professionally and effectively with all contacts from a wide range of people, using tact and discretion, assessing needs and re-directing enquiries, where appropriate.
5. Deal with customer enquiries at all levels and follow through to resolution, ensuring all relevant systems are updated and the adequate audit trails are in place.
6. Maintain clear and up to date records of customer contact and work undertaken across the shared resource and proactively establish areas of specialism within the Assessment Hub. 
7. Work closely with Assessment Hub managers to ensure an integrated strategic approach to operation of the service.
8. Provide an accessible customer focused service and effectively engage with vulnerable/challenging customers and situations.
9. Maintain a good knowledge of policies, procedures and statutory legislation and to regularly update that knowledge in order to give correct service information and advice.
10. Work as a team to encourage customers to use the council website as a knowledge base and customer portal for financial assessment, income, debt and income maximisation enquiries.
11. Attend service team meetings and, with colleagues, contribute ideas and make recommendations for improvements/changes in existing procedures, policies and processes.
12. Organise and prioritise own workload as appropriate, renegotiating targets/deadlines as conflicting demands necessitate.
13. Understand when and how to escalate issues to ensure requests are completed within a timely manner.
14. Maintain up to date knowledge to ensure effective utilisation of IT systems used 
15. Inform opportunities to eliminate waste, stop non-value adding activities and maximise the potential of simplified and shared  ways of working and automation
16. Carry out all accountabilities in compliance with the Council’s Policies and Procedures
17. To work as part of a team and to assist in the delivery and completion of assessment/collection work, supporting different work projects, ensuring the successful completion of the project. 
18. Maintain accurate and effective communication with your line manager  ensuring that they are regularly appraised of changes and developments affecting the allocated work.
19. To undertake any other reasonable duties commensurate with the grading of the post
20. At all times to carry out responsibilities with due regard to the Council’s Code of Conduct and related policies i.e. Equalities & Diversity, Data Protection, Confidentiality, Health & Safety.
The range of outcomes we expect you to do are set out above, however this is not intended as a complete description of your job. We reserve the right to ask you to undertake any tasks that are consistent with the grade to ensure effective service delivery. This may include working in any other service areas and / or varying hours of work, as may be reasonably required of you.
	Key Relationships (Internal and External):


· By phone and/or email, customers and members of the public
· Other teams across the Council and external agencies as and when required to ensure effective enforcement and resolution of enquiries and issues
· Build and maintain effective relationships across the organisation to support a proactive, flexible, customer focused service
· Maintain awareness and knowledge of IT developments and leading practice
	Equality and Diversity:


The Council has a strong commitment to achieving equality in its service to the community and the employment of people and expects all employees to understand, comply with and promote its policies in their own work.
	Health and Safety:


The post holder shall ensure that the duties of the post are undertaken with due regard to the Council’s Health and Safety Policy and to their personal responsibilities under the provisions of the Health and Safety at work Act 1974 and all other relevant subordinate legislation.
For a more detailed definition of these responsibilities, refer to the current versions of the Corporate Health & Safety Policy, Group Safety Policy and employee information leaflet entitled "Health & Safety Policy; Guidance on Staff Health & Safety Responsibilities".
Corporate Health and Safety Responsibilities
All employees have personal responsibilities to take reasonable care for the health and safety of themselves and others.  This means:

1. 
Understanding the hazards in the work they undertake;
2.
Following safety rules and procedures;
3. 
Using work equipment, personal protective equipment, substances, and safety devices correctly; and
4. 
Working in accordance with the training provided and only undertaking tasks where appropriate training has been received. 
Employees shall co-operate with the Council by allowing it to comply with its duties towards them.  This requires employees to:
· take part in safety training and risk assessments and suggest ways of reducing risks; and
· take part in emergency evacuation exercises.
Employees shall report all accidents, ‘near miss’ incidents and work related ill health conditions to their manager/supervisor/team leader.
Employees shall read the Corporate Health & Safety – Organisation Part B Policy to ascertain and understand their responsibilities as an employee, line manager, Assistant Director or Director of the Council.
	Information Security:


In order to protect the confidentiality, integrity and availability of Council information, including information provided by customers, partner organisations, and other third parties, where applicable, employees will comply with the Council’s Information Security Policy.

	Statement of Commitment to Safeguarding of Children and Vulnerable Adults through safer employment practice:


Enfield Council is committed to safeguarding and promoting the welfare of children and vulnerable adults. Safe recruitment of staff is central to this commitment, and the Council will ensure that its recruitment policies and practices are robust, and that selection procedures prevent unsuitable people from gaining access to children, young people and vulnerable adults.  All staff employed to work with or on behalf of children and young people in the Council must be competent.
All staff working with Children & Vulnerable Adults should be aware of, and share the commitment to safeguarding and promoting the welfare of children, young people and vulnerable adults when applying for posts at Enfield Council. 

	PERSON SPECIFICATION


Job Title: Assessment Assistant






Grade: Sc5 
Department: Resources







Team: Financial Assessment / Crisis Support and 
                                                                                              Resilience Team
	KNOWLEDGE, SKILLS & ABILITIES 
	HOW TESTED
Application – A
Test – T
Interview – I 

	Job Specifics –  Skills, Experience 
(In this section you should list between 4 and a maximum of 8 essential recruitment and selection criteria and 2 desirable criteria).  The information you provide in this section will be used in the recruitment application process to assess the suitability of job applicants.
Essential:
· Experience of providing credit control/collection/financial assessment services or similar. 
· Adaptable and keen to be part of a pooled resource across the assessment hub
· Experience of processing straightforward income related and other claims, changes in circumstance and other enquiries within a collection/assessment related environment delivering high quality services
· Good written and oral communications skills and the ability to communicate effectively with customers.
· Good IT/Technical skills, knowledge
· Evidence of continuous professional development of skills and knowledge
Desirable:
Experience of collection/assessment related roles 
Business administration/professional collection/assessment qualification
	

	Behaviours
Appropriate behaviours are key to the delivery of our vision for Enfield. 
We want staff who will work collaboratively, flexibly and constructively, and exhibit this ethos in all their dealings with residents, colleagues and partners. Our leaders will be exemplars of the following behaviours and encourage them in staff at all levels;  
Take Responsibility 
We want staff who are willing to make decisions and be accountable for them. Staff should have a positive can-do attitude where they see problems as challenges which can be overcome. They should accept responsibility for service delivery, be clear about their service offer and deliver what they promise.
Open, Honest and Respectful
We want staff who are comfortable and confident to acknowledge the difficulties and the barriers they face. They should also be able to constructively challenge the way things are done where there is evidence that it impedes service delivery. Challenge should be conducted in a professional, courteous manner with the aim of reaching a mutually agreeable resolution.
Listen and Learn 
We want staff who are prepared to actively listen and reflect on customer concerns with a view to understanding the customer’s point of view. Staff should be able to receive constructive criticism and be prepared to adapt the way they operate and deliver services where appropriate.
Work Together to find solutions
We want staff who can work collaboratively with other departments and partners, freely sharing their knowledge and skills to identify solutions to address customer concerns. 
Candidates: Please ensure you address these behaviours in your responses to the essential (and desirable if applicable) criteria above.

	

	Competencies:
1.     Influence
a. Build Relationships
b. Communicating Information
2. Solving Problems
a. Investigating Issues
b. Creating Innovation
3. Adaptability
a. Resilience
b. Giving Support
4. Deliver Results
a. Driving Success
b. Planning and Managing Resources

	

	Knowledge
1. An understanding of either collection, income-related assessments or benefit services delivered across the Council
2. Knowledge of best practice approaches in collection/assessment of income related and other reductions within a local authority environment 

	

	Qualification(s)
1. A Level or equivalent, or equivalent level of experience
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