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	Role Title
	Appeals and Complaints Officer 

	Job Family
	Revenues and Benefits 

	Competency Level
	Principal Officer

	Pay Range / Scale
	PO2

	Purpose
To impartially consider and process appeals against Housing Benefit and Council Tax Support decisions including those against the associated discretionary council tax scheme and disputes against Decisions relating to the discretionary housing payment scheme where it appears likely that an application for Judicial review may be made.
To act as the council’s advocate all relevant Tribunals. Scrutinising and, where appropriate, appealing Tribunal decisions.
To deal impartially with complaints made regarding Council Tax, Business Rates, Housing Benefits, Council Tax Support (CTS), Discretionary Housing Payments (DHP), Local Welfare Assistance, Free School Meals and Resident Financial Services.


	Generic Accountabilities
	End Results/ Outcomes

	Provide advice and make recommendations based on up to date knowledge and analysis / evaluation of information.

Manage escalated or complex customer issues within the relevant area.
	Expert advice, information, interpretation and support are provided on the full range of technical / professional issues within the area of responsibility.

Issues are managed through to a satisfactory conclusion.
Risk to the Council is minimised.

	Contribute to the development of service plans to meet strategic business goals. 
	Strategic and operational input is provided to wider business planning and development.

Customer needs are identified.

Services meet legislative and policy requirements.

	Research developments in relevant area. Collate process and analyse information / data. Translate outputs into advisory reports / documents / actions as appropriate. 
	Relevant information / data are managed efficiently and accurately. 

Accurate and relevant information / reports / documentation are produced.

Trends and issues are identified and prioritised.

Statutory and procedural obligations are fulfilled. 

Management decision making is supported.

	Lead on the development, implementation, maintenance and management of systems, policies, procedures and / or standards within area of responsibility.
	Changes to systems, policies and / or procedures are identified and recommended.

All updates, amendments, developments are tested and approved prior to delivery.

Customers receive prompt, accurate policy / procedural updates.

Service standards are improved.

	Work closely with others to support/Manage the development and delivery of improvements in processes and procedures.  
	Identifies gaps in service provision/highlight policy issues and makes recommendations to resolve the issues.

Agreed improvements are developed, delivered and evaluated.

Issues and recommendations are brought to the attention of senior managers.

Benchmark against best practice authorities and centres of excellence.

	Prepare and present a full range of reports (both standard and non-standard) covering area of responsibility.
	Reports are prepared, distributed / presented to the appropriate committee/ to the required standards and timescales.

Evidence based recommendations are made.

	Manage a portfolio of Projects and Reviews.
Lead on specific projects as required.
	Projects are delivered to agreed specification, timescales and budgets.

Change initiatives are successfully integrated and implemented across all impacted service areas.

Value for money is achieved.

Ongoing savings secured.

	Co-operate with and support colleagues.
	Colleagues are supported.

Required information is provided.

	Act in accordance with all policies and procedures which apply to the job and understand the reasons for this.
	All policies and procedures are complied with.

	Carry out all duties and responsibilities with reasonable care for the health and safety of self and others and report any potential hazards or unsafe practices to line manager.
	Work is carried out in a way that is safe and without risks to health.

	Job Specific Accountabilities:
	End results/outcomes 

	When a decision is subject to appeal, form and act upon a judgement as to whether; a) submit the matter to the relevant tribunal, b) revise the decision in question or c) determine whether the matter can be disposed of by a way of agreement between the parties. 

In case where a tribunal decide to revise the authority’s decision; a) to decide whether a statement of reasons is to be requested and b) where such a request is made decide whether an appeal ought tot be lodged against it. 


	Only correct, appropriately evidenced submissions are placed before a tribunal and, where a decision is not correct, the error is clearly identified, explained, suggest the ‘correct’ decision.  

All submissions prepared on behalf of the authority;

a) correctly identify and interpret the appropriate law

b) contain all evidence which may be relevant to the decision

c) explain any contentious findings of fact based on the available evidence.
d) reflect the Council’s view of the matter under dispute.

Where an appeal is made be an appellant a timely submission is made clearly explaining the council’s view of the situation. Tribunal decisions the council disagrees with are challenge in an appropriate and timely manner.
Where errors are identified remedial action is taken either by way of feedback to individual officers or when a general weakness is apparent by assisting in the training and development of other officers. 

To act as the council’s advocate during proceedings and take responsibility for any decisions to be made on the council’s behalf during the course of those proceedings. 
 

	Deal with appeals against DHP decisions where Judicial Review proceedings appear likely.

	A thorough record will be available in the event the council is required to defend proceedings in the high court which will demonstrate that; a) all relevant matters have bee considered, b) no irrelevant matters have been considered and c) that the council’s policy has been lawfully and reasonably applied given the circumstances of the particular case. 

	Liaise with external agencies as necessary including the; Court & Tribunal Service, Department for Work and Pensions, HMRC, solicitors, MPs, Council members and welfare rights organisations.

	All contact with external agencies is of the highest standard both verbally and in writing and any statutory timescales are complied with. 
Liaise with appellant’s representatives to ensure the appeals and complaints processes are completed efficiently.

	To decide whether County Court proceedings are appropriate under the tort of deceit or with regard to the recovery of Housing Benefit and Council Tax Benefit overpayments and, where this is the case, initiate  proceedings.

	To collate and submit evidence in support of the council’s application and make informed decisions based upon the relevant legislation, to queries raised by the County Court Judge, Solicitors, Barristers and defendants. 
To act as the council’s advocate during proceedings and take responsibility for any decisions to be made on the council’s behalf during the course of those proceedings.


	Investigate the circumstances surrounding first stage complaints, to decide whether the complaint ought to be upheld. 

In cases where a complaint is upheld to decide whether compensation ought to be offered and form a judgement to an appropriate amount. 

Prepare the authority’s response on behalf of the appropriate head of service.
	Ensure that all written responses are of the highest standard, timeous and are factually accurate with regard to both the statutory background and adherence to local policy and procedures.
Any offers of compensation are fair and clearly explained having regard to the circumstances. 

Ensure that a clear report is sent to the appropriate head of service where action is required such as amendment to policy or procedures.  


	Investigate the circumstances surrounding enquiries raised on a political level from MPs and Council members. 

To decide whether any further action if required in light of those enquiries and if so ensure this action is carried out in a timely manner.

	Ensure that all written responses are of the highest standard, timeous and are factually accurate but are brief enough to be easily assimilated.

Ensure that a clear report is sent to the appropriate head of service where action is required such as amendment to policy or procedures  

	Prepare written reports following escalation of the complaints process at either the corporate level or to the Local Government Ombudsman.
	Responses will be complete, supplied in a timely manner and will include any relevant information not previously supplied thus enabling reports to be produced by the requestor with no further reference to the service. 

	Responsibility for ensuring that all policies, procedures and statistical measures used by the team are up-to-date and fit for purpose.
Make judgements as to when these can be amended without the need for sign-off from a more senior officer and when recommended amendments ought to be referred.


	All relevant policies and procedures are up to date and reflect the relevant statute and operational and corporate requirements.

	Produce statistical reports for head of service or for inclusion in service-wide reports.

Monitor expenditure regarding discretionary funds making suggestions for amendments to policies and procedures where expenditure is falling outside expectations.

	Accurate and up-to-date statistical information is readily available


	Nature of Contacts 

Reports to the Appeals and Complaints Manager.

Key contacts are Her Majesty Court and Tribunal Service, Members secretariat, Corporate Complaints & Local Government Ombudsman, , Head of Service (Revenues), Head of Service (Benefits), units head (Revenues & Benefits), Local M.Ps and councillors.

Involves direct contact with members of the public including dealing with challenging situations.

Involves direct contact with a range of external organisations
Develop sensitivity, persuasiveness, and negotiation and assertiveness skills to communicate with diverse audiences in emotive circumstances.   Deal with people at all levels confidently, sensitively and diplomatically.

Deal with people at all levels confidently, sensitively and diplomatically.



	Procedural Context

	Act in accordance with statutory requirements and local policy and procedures.

Act within guidelines and standard procedures with discretion to allocate or otherwise organise work to meet service delivery requirements.  Works within laid down procedures but needs to deal with day-today problems without always referring to others.

Decisions will be made based on Council procedures.

Occasionally the post will be expected to work from other locations



	Key Facts and Figures

Working conditions:  office based, attendance at tribunals and opportunity to work from home.


	Resourcing

Budgetary responsibilities – Calculate the level of compensatory awards, consider cost-effectiveness of overpayment appeals and recommend writing off of debt when appropriate & make awards of DCTS and recommend writing off of Council Tax recovery costs where appropriate
Responsibility equipment – Ensure safety and security of Council owned I.T. equipment when taken off-site and, consequently the security of data accessible from that equipment.
 

	Knowledge, Skills and Experience 

1.
EXPERIENCE

Experience of work relating to benefits and or revenues including direct customer contact and contact with legal and/or political representatives.
Experience of investigative procedures.
Experience of dealing with difficult or irate customers. 

Experience of prioritising workloads.
Experience of using on-line revenues/benefits and CRM computer systems.  

Experience of using Microsoft Packages.
2.
SPECIAL ABILITIES/APTITUDES

Ability to scrutinise and explain or, as required, change decisions with regard to revenues and benefits. 

Ability to resolve and manage issues relating to appeals and complaints.

To communicate verbally and in writing at a high level. 

To have the necessary numerical and I.T. skills for solving problems related to revenues and benefits. 

Ability to meet, maintain and exceed targets and deadlines.

3.
KNOWLEDGE AND SKILLS 

Detailed knowledge of revenues and/or benefits legislation including caselaw. 

Knowledge of Tribunal Rules and their practical application. 

To have knowledge of the local complaints system and statutory framework regarding Local Government Ombudsman.



	Indicative Qualifications

5 GCSE’s grade C or above which include Mathematics and English or its equivalent from a recognised institution.

	The above profile is intended to describe the general nature and level of work performed by employees in this role. It is not intended to be a detailed list of all duties and responsibilities which may be required. This role profile will be supplemented and further defined by annual objectives, which will be developed in conjunction with the post holder.  It will be subject to regular review and the Council reserves the right to amend or add to the accountabilities listed.
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