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JOB DESCRIPTION


	Job Title
	Revenues and Benefits Telephony Officer
	Post Number
	RB101, RB169, RB170, RB171, RB172, RB173, RB174, RB175, RB176, RB177, RB182

	Grade
	4
	Service Area
	Revenues & Benefits

	Special Conditions
	Basic DBS Check
	Additional Benefits

	

	Authorised by
	Deputy Chief Executive
	Date
	February 2026



Job Purpose
	The purpose of this role within the Council is:
	•   Efficient and accurate administration of all enquiries, including the assessment of information gained from various sources.
•   Undertaking and evidencing appropriate checks and responding to queries in accordance with the relevant legislation and requirements of the service.


	Responsible for demonstrating commitment to delivering the Councils’ values


	Responsible for championing and demonstrating the Council’s Leadership Behaviour Framework

	The post holder works for:
	Revenues and Benefits Telephony Team Leader

	The post holder manages \supervises:
	N/A





	
Key Accountabilities (All accountabilities will be carried out in line with the Councils policies, procedures and relevant regulations and legislation)


	1
	To answer and deal with telephone, written or face to face enquiries from customers and stakeholders, as appropriate, providing explanations and clarification of decisions and actions taken and general advice and guidance relating to legislation, policy and procedures.
To support the service areas in respect of some or all of the below duties and requirements in these areas.
To ensure a full working knowledge of relevant legislation and IT applications to enable the efficient carrying out of the duties attached to the post.
To actively promote services in supporting customers' interests.
To keep and maintain appropriate records
To identify possible irregularities in assessments and liabilities and refer to the service area as appropriate. 
To promote Self-Service to customers

	2
	To process enquiries received regarding Council Tax, NNDR including the recovery of money not paid.
To provide advice to claimants regarding Housing Benefit and Overpayments.
Ensure that service delivery meets with the principles of the Local Authority.
To actively signpost customers to external support agencies as appropriate.
Take responsibility for resolving queries and completing the arising actions on behalf of the customer, progressing and chasing when required.


	3
	To operate within the agreed boundaries, service levels and objectives of the role


	4
	To participate in the identification, delivery and review of your own personal training and development needs and too attend any courses, seminars, workshops applicable to the post as and when required.


	5
	To carry out other duties as directed from time to time commensurate with the grading of the post including training and/or hours of work as may be reasonably required and which are consistent with the with the targets and objectives and general responsibility of this post.


	6
	Promote equality and diversity in working practices by developing and maintaining positive working relationships, ensuring that colleagues are treated fairly and contributing to developing equality of opportunity in working practices

	7
	Comply with all relevant Health and Safety legislation and pursue duties in a safe manner with due regard to the health and safety of others.







NOTES:

1. Duties will inevitably develop and change as the work of the Council changes to meet the needs of our customers.  Employees should therefore expect periodic variations to job descriptions, and the Council retain this right.  This job description will be supplemented on a regular basis by individual objectives derived from Council strategies.

2. Where an applicant or an existing employee is or becomes disabled (as defined by law) and inform the Council fully of their requirements reasonable adjustments will be made to the job description wherever possible. 
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KEY REQUIREMENTS



	Qualifications (or knowledge and experience at an equivalent level)

	Essential
	Desirable

	A minimum of 3 GCSEs or equivalent at grade C or above including Maths and English or demonstrate equivalent standard of knowledge/education
	X
	




	Experience

	Essential
	Desirable

	Competency in working with multiple ICT systems to access, record and provide information accurately via a variety of communication channels
	X
	

	Good numeracy and literacy skills
	X
	




	Skills Required

	Essential
	Desirable

	Excellent verbal and written communication skills, with a strong customer focus
	X
	

	Ability to learn, interpret, apply and explain all legislation and guidance appropriate to the post
	X
	

	Ability to prioritise and work accurately to targets and deadlines
	X
	

	Good word processing and IT skills, including an ability to use an on-line computer system to interrogate and update data
	X
	

	Ability to relay complex information clearly verbally and in writing
	X
	

	Be able to work on own initiative and without the need to be closely supervised
	X
	

	Be able to work as part of a team, willing to assist others, but also take responsibility for own work as required
	X
	

	Be able to deal with difficult situations
	X
	

	Ability to make decisions in relation to Revenues and Benefits relating to Benefits, liability, payment arrangements and recovery procedures etc. as appropriate
	X
	

	Ability to maintain concentration in a busy and, at times, noisy environment
	X
	

	Work methodically, accurately and thoroughly, paying close attention to detail
	X
	

	Ability to remain calm and focussed under pressure
	X
	

	An awareness of the Data Protection & Freedom of Information Acts
	
	X



	Behaviours
	Essential
	Desirable

	Self-motivated, enthusiastic, and be able to deal with a varied workload
	X
	

	Ability and willingness to help support and provide guidance, support and advice to less experienced staff
	
	X



Note: Applicants who are disabled (as defined by law) will be guaranteed an interview if they meet the essential criteria provided that this information is noted under the relevant section of the application form.
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